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0XFKDV RUJDQL]DFLRQHV VH HVIXHU]DQ SRU RIUHFHU VHUYLFLRV H[FHOHQWHV \ SURGXFWRV
VRPHWLGRV D XQ HVWULFWR FRQWURO GH FDOLGDG TXH OH JHQHUD DOWRV FRVWRV VLQ HPEDUJR
GHVWDFDUVHGHODFRPSHWHQFLDGHHVWHPRGRQRUHVXOWDVXILFLHQWHSDUDDVHJXUDUHOp[LWR
VRVWHQLGR (VWH WUDEDMR HVWi GHGLFDGR DO DQiOLVLV GH ORV DVSHFWRV GH XQ VLVWHPD GH
JHVWLyQ GH FDOLGDG HQ HVSHFLDO D OD LPSOHPHQWDFLyQ GH OD QRUPD ,62 
SURSRQLHQGRKHUUDPLHQWDVTXHD\XGHQDODVRUJDQL]DFLRQHVDFXPSOLUFRQORVUHTXLVLWRV
SDUD VX FHUWLILFDFLyQ HQWHQGLHQGR TXH DO KDFHUOR VH RUGHQD HO WUDEDMR \ PHMRUD OD
VDWLVIDFFLyQ GH ORV FOLHQWHV $VLPLVPR VH SHUFLEHQ FLHUWDV GLILFXOWDGHV HQ OD
LQWHUSUHWDFLyQ \ IXQFLRQDPLHQWR GHULYDGDV GH OD FRPSUHQVLyQ H HVWRV UHTXLVLWRV HQ
HVSHFLDOHQODVSHTXHxDV\PHGLDQDVHPSUHVDV
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x CALIDAD 
x NORMAS DE CALIDAD 
x MEJORA CONTINUA 
x ENFOQUE EN PROCESOS 
x COMPETITIVIDAD 





















 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
 Ë1',&( 
5(680(1
3$/$%5$6&/$9(
&$3,78/2,±,1752'8&&,Ï1
 '(6&5,3&,Ï1'(/7(0$$75$7$5
 0(72'2/2*Ë$(03/($'$
&$3,78/2,,±0$5&27(Ï5,&2
 (/&21&(372'(0(72'2/2*,$
 ',6(f2'(/$(6758&785$25*$1,=$&,21$/
 ¢48((6/$&$/,'$'"
 1250$6<1250$/,=$&,21
 /2635,1&,3,26'(/$*(67,Ï1'(&$/,'$'
 35,1&,3,21(1)248($/&/,(17(
 35,1&,3,21/,'(5$=*2
 35,1&,3,21&203520,62<&203(7(1&,$'(/$63(5621$6
 35,1&,3,21(1)248(%$6$'2(1352&(626
 35,1&,3,210(-25$
 35,1&,3,21720$'('(&,6,21(6%$6$'$(1(9,'(1&,$
 35,1&,3,21*(67,Ï1'(/$65(/$&,21(6
&$3,78/2,,,±25Ë*(1<'(6$552//2'(/266,67(0$6'(*(67,Ï1'(&$/,'$'

 25Ë*(1<'(6$552//2'(/266,67(0$6'(*(67,Ï1'(&$/,'$'(1(/081'2
 25,*(1<'(6$552//2'(/266,67(0$6'(*(67,Ï1'(/$&$/,'$'(1$5*(17,1$
 
 /$+,6725,$'(/$&$/,'$'(181&8$'52
&$3,78/2,9±6,67(0$6'(*(67,Ï1'(&$/,'$'<&(57,),&$&,Ï1
 ¢32548(&(57,),&$5816,67(0$'(*(67,Ï1'(&$/,'$'"
 ¢(62%/,*$725,2&(57,),&$5816,67(0$'(*(67,Ï1"
 25*$1,602648(3$57,&,3$1(1/$&(57,),&$&,Ï1
 ,62,QWHUQDWLRQDO2UJDQL]DWLRQIRU6WDQGDUGL]DWLRQ
 ,5$0,QVWLWXWR$UJHQWLQRGH1RUPDOL]DFLyQ\&HUWLILFDFLyQ
 2$$2UJDQLVPR$UJHQWLQRGH$FUHGLWDFLyQ
 ,4QHW,QWHUQDWLRQDO&HUWLILFDWLRQ1HWZRUN
 /26&26726'(/$&$/,'$'(1/$6(035(6$6
&$3,78/29/$)$0,/,$'(1250$6,62
 ,1752'8&&,Ï1$/$)$0,/,$'(1250$6,62
 /$1250$,62±&21&(3726<92&$%8/$5,2
 /$1250$,62±*(67,213$5$(/e;,726267(1,'2
 ¢&Ï026(25,*,1$1/$61250$6,62"
 &5,67,$1+085$12
 (92/8&,Ï1'($/$1250$,62
&$3,78/29,±(/352&(',0,(1723$5$&(57,),&$5/$1250$,62(1
$5*(17,1$
 (7$3$'(3/$1,),&$&,Ï1'(/6,67(0$'(*(67,21'(&$/,'$'
 (7$3$'('2&80(17$&,Ï1'(/6,67(0$'(*(67,21'(&$/,'$'
 ,03/(0(17$&,Ï1'(/6,67(0$'(*(67,21'(&$/,'$'
 &(57,),&$&,Ï1'(/6,67(0$'(*(67,21'(&$/,'$'
&$3,78/29,,$1È/,6,6'(/265(48,6,726'(/$1250$,62
 (/³&$3Ë78/2´'(/$1250$,62
 2%-(72<&$032'($3/,&$&,Ï1
 5()(5(1&,$67e50,126<'(),1,&,21(6
 &217(;72'(/$25*$1,=$&,Ï1
 &RPSUHQVLyQGHOD2UJDQL]DFLyQ\VX&RQWH[WR
 &RPSUHQVLyQGHODVQHFHVLGDGHV\H[SHFWDWLYDVGHODVSDUWHVLQWHUHVDGDV
 'HWHUPLQDFLyQGHODOFDQFHGHOVLVWHPDGH*HVWLyQGH&DOLGDG
 6LVWHPDGH*HVWLyQGH&DOLGDG\VXVSURFHVRV
 /,'(5$=*2
 /LGHUD]JR\FRPSURPLVR
 (QIRTXHDOFOLHQWH
 3ROtWLFD
 5ROHVUHVSRQVDELOLGDGHV\DXWRULGDGHVHQODRUJDQL]DFLyQ
 3/$1,),&$&,Ï1
 $FFLRQHVSDUDDERUGDU5LHVJRV\RSRUWXQLGDGHV
 2EMHWLYRVGHODFDOLGDG\3ODQLILFDFLyQSDUDORJUDUORV
 3ODQLILFDFLyQGHORVFDPELRV
 $32<2
 5HFXUVRV
 &RPSHWHQFLDGHORVUHFXUVRV
 &RPXQLFDFLyQ
 ,QIRUPDFLyQGRFXPHQWDGD
 23(5$&,Ï1
 &RQWUROGHORVSURFHVRV
 SURGXFWRV\VHUYLFLRVVXPLQLVWUDGRVH[WHUQDPHQWH
 &RQWUROGHODVVDOLGDVGHSURGXFWRVQRFRQIRUPHV
 (9$/8$&,Ï1'('(6(03(f2
 6HJXLPLHQWRPHGLFLyQDQiOLVLV\HYDOXDFLyQ
 $XGLWRUtDVLQWHUQDVGHO6LVWHPDGH*HVWLyQGH&DOLGDG
 5HYLVLyQSRUODGLUHFFLyQ
 0(-25$
&$3,78/29,,,&21&/86,21(6
%,%/,2*5$)Ë$
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
$1(;26
 $1(;2,3URFHGLPLHQWR,62SDUD1RUPDV,QWHUQDFLRQDOHV
 $1(;2,,3URSXHVWDGH$XWRGLDJQyVWLFRVREUHXQ6*&
 $1(;2,,,(O6LVWHPDGH*HVWLyQGH&DOLGDG\ODLQWHUDFFLyQGHVXVSURFHVRV
 $1(;2,9'LVSRVLFLyQGHORVSXQWRVGHODQRUPD,62
 &5,67,$1+085$12
&$3,78/2,±,1752'8&&,Ï1

 '(6&5,3&,Ï1'(/7(0$$75$7$5
/DQRUPDLQWHUQDFLRQDO,62GHUHTXLVLWRVSDUDODLPSOHPHQWDFLyQGHVLVWHPDVGH
*HVWLyQ GH FDOLGDG IXH GHVDUUROODGD FRPR XQ HVWiQGDU SDUD FXDOTXLHU WLSR GH
RUJDQL]DFLyQGHVGHJRELHUQRVKDVWDSHTXHxRVHPSUHQGHGRUHV(OSURSyVLWRGHHVWH
VLVWHPD HV JDUDQWL]DU HO p[LWR VRVWHQLGR GH OD RUJDQL]DFLyQ KDFLHQGR pQIDVLV HQ OD
VDWLVIDFFLyQGHOFOLHQWH
(Q PL H[SHULHQFLD SURIHVLRQDO SXGH DGYHUWLU FLHUWD GLILFXOWDG HQ OD FRPSUHQVLyQ H
LPSOHPHQWDFLyQGHOPRGHORGHVLVWHPDGHJHVWLyQGHFDOLGDGEDMRODPHQFLRQDGDQRUPD
(QSDUWHUDGLFDHQHOGHVFRQRFLPLHQWRJHQHUDOVREUHHOSURSLRSURFHVRGHFHUWLILFDFLyQ
ORVRUJDQLVPRVGHQRUPDOL]DFLyQQDFLRQDOHVODVQRUPDVFHUWLILFDEOHV\ORVEHQHILFLRVGH
DGRSWDUODV,QFOXVROXHJRGHTXHODRUJDQL]DFLyQGHFLGHFHUWLILFDUXQ6LVWHPDGH*HVWLyQ
GH&DOLGDGPXFKDVSUHVHQWDQGLILFXOWDGHVSDUDFXEULUWRGRVORVUHTXLVLWRVTXHODQRUPD
H[LJH (VWR VH GHEH HQ SDUWH D OD XQLYHUVDOLGDG GH ODV QRUPDV \D TXH HVWiQ
FRQVHQVXDGDVSDUDDEDUFDUDWRGRWLSRGHRUJDQL]DFLRQHV
(VWD GLILFXOWDG DGTXLHUH HVSHFLDO UHOHYDQFLD HQ ODV 3HTXHxDV \0HGLDQDV(PSUHVDV
3<0(6 GRQGH ORV HPSUHVDULRV SHUFLEHQ D OD FHUWLILFDFLyQ VROR FRPR XQ UHTXLVLWR
LPSXHVWR SRU HO PHUFDGR GDGR TXH ORV FOLHQWHV FDGD GtD H[LJHQ PiV GH VXV
SURYHHGRUHV\QRHQXQDYHQWDMDFRPSHWLWLYD\GHPHMRUDFRQWLQXDSHURWDPELpQDOD
IDOWDGHSROtWLFDVREMHWLYRV\XQDFXOWXUDRUJDQL]DFLRQDODOVHUYLFLRGHODVDWLVIDFFLyQGHO
FOLHQWH\QRVRODPHQWHGHORVSURGXFWRV\RVHUYLFLRVTXHRIUHFH
(VWD REUD WLHQH FRPR REMHWLYR SULQFLSDO GHVFULELU \ H[SOLFDU HO SURFHGLPLHQWR SDUD
LPSOHPHQWDU \ FHUWLILFDU XQ6LVWHPDGH*HVWLyQ GH&DOLGDG EDMR OD QRUPD ,5$06,2
\H[SOLFDUFyPRDERUGDUVXVUHTXLVLWRVGHVGHXQHQIRTXHSUiFWLFRVXJLULHQGR
DOJXQDVKHUUDPLHQWDVFRP~QPHQWHXWLOL]DGDVSRUODFLHQFLDGHODDGPLQLVWUDFLyQ
$VLPLVPRVHSURSRQHMXVWLILFDUODREWHQFLyQGHOFHUWLILFDGRGHO6LVWHPDGH*HVWLyQGH
&DOLGDG FRPR XQD YHQWDMD FRPSHWLWLYD SDUD OD RUJDQL]DFLyQ D WUDYpV GH OD PHMRUD
FRQWLQXDGHVXVSURFHVRV
&RPR REMHWLYRV VHFXQGDULRV VH SUHWHQGH H[SOLFDU FXiOHV VRQ ORV RUJDQLVPRV
LQWHUQDFLRQDOHV TXH LQWHUYLHQHQ HQ OD FHUWLILFDFLyQ HO 6LVWHPD 1DFLRQDO GH 1RUPDV
&DOLGDG \ &HUWLILFDFLyQ \ FRPR OD QRUPD ,62  VH DSR\D HQ RWUDV QRUPDV
LQWHUQDFLRQDOHVQRFHUWLILFDEOHVGHODPLVPDIDPLOLD
 0(72'2/2*Ë$(03/($'$
3DUDUHDOL]DUHOWUDEDMRILQDOGHSUiFWLFDSURIHVLRQDO7)33VHHODERUyXQGLVHxRGHOWLSR
GHVFULSWLYR \ OD LQYHVWLJDFLyQ UHDOL]DGD HV GHO WLSR FXDOLWDWLYD 6H WUDEDMy HQ EDVH D
ELEOLRJUDItD HVSHFLDOL]DGD VREUH OD PDWHULD 1R VH HODERUy QLQJ~Q LQVWUXPHQWR GH
UHFROHFFLyQGHGDWRVSULPDULRVVLQRTXHVHWUDEDMyFRQIXHQWHVVHFXQGDULDV
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
&$3,78/2,,±0$5&27(Ï5,&2

 (/&21&(372'(0(72'2/2*,$
/DV PHWRGRORJtDV VRQ WHRUtDV TXH SRVWXODQ UHJODV GH SURFHGLPLHQWR SDUD SURGXFLU
FRQRFLPLHQWRYiOLGR YiOLGRHQ WpUPLQRVGHOFRQWH[WRHQTXH IXHSURGXFLGR 6DXWX
SiJ
0HWRGRORJtD FXDOLWDWLYD  /D LQYHVWLJDFLyQ FXDOLWDWLYD FX\RVPRGHORV VRQ HOPpWRGR
HWQRJUiILFR\HODQiOLVLVGHWH[WRVVHDSR\DVREUHODLGHDGHODXQLGDGGHODUHDOLGDG
GHDKtTXHVHDKROtVWLFD\HQODILGHOLGDGDODSHUVSHFWLYDGHORVDFWRUHVLQYROXFUDGRV
HQHVDUHDOLGDG6DXWXSiJ
(OWpUPLQRGLVHxRVHUHILHUHDOSODQRHVWUDWHJLDFRQFHELGDSDUDREWHQHUODLQIRUPDFLyQ
TXH VH GHVHD FRQ HO ILQ GH UHVSRQGHU DO SODQWHDPLHQWR GHO SUREOHPD +HUQiQGH]
6DPSLHUL	)HUQiQGH]&ROODGRSiJ

 ',6(f2'(/$(6758&785$25*$1,=$&,21$/
3DUDLPSOHPHQWDUHILFD]PHQWHXQVLVWHPDGHJHVWLyQGHFDOLGDGHVQHFHVDULRGLVHxDU
FRUUHFWDPHQWH OD HVWUXFWXUD RUJDQL]DFLRQDO SDUD TXH ORV SURFHVRV \ VXV SURGXFWRV
SXHGDQIOXLUGHODPDQHUDTXHVHHVSHUD
+HQU\ 0LQW]EHUJ  3DJ ± 3DJ KD EDVDGR VX HVWXGLR GHO GLVHxR
RUJDQL]DFLRQDO FRPR ³OD RUJDQL]DFLyQ HQ ´ LGHQWLILFDQGR  WLSRV EiVLFRV GH
RUJDQL]DFLyQ  SDUWHV TXH FRPSRQHQ D XQD RUJDQL]DFLyQ \  PHFDQLVPRV GH
FRRUGLQDFLyQGHQWURGHODRUJDQL]DFLyQ
/DVSDUWHVGHXQDRUJDQL]DFLyQ
x 1~FOHR RSHUDWLYR 3UHVHQWH HQ WRGR WLSR GH RUJDQL]DFLRQHV HV OD SDUWH TXH
SURGXFHORVSURGXFWRV\VHUYLFLRVTXHVRQVXUD]yQGHH[LVWLU$EDUFDDDTXHOORV
PLHPEURV TXH HVWiQ UHODFLRQDGRV GLUHFWDPHQWH FRQ OD SURGXFFLyQ \ UHDOL]DQ
FXDWUR IXQFLRQHV SULQFLSDOHV $VHJXUDQ ORV LQVXPRV SDUD OD SURGXFFLyQ 
7UDQVIRUPDQ ORV LQVXPRV GH OD SURGXFFLyQ  'LVWULEX\HQ OR SURGXFLGR 
SURYHHQDSR\RGLUHFWRDODVIXQFLRQHVGHHQWUDGDWUDQVIRUPDFLyQ\SURGXFFLyQ

x &XPEUHHVWUDWpJLFD(QHORWURH[WUHPRGH ODRUJDQL]DFLyQVHHQFXHQWUDQ ODV
SHUVRQDV HQFDUJDGDV GH OD UHVSRQVDELOLGDG JHQHUDO GH OD RUJDQL]DFLyQ HO
GLUHFWRU JHQHUDO R HO GLUHFWRULR GH XQD HPSUHVD /D FXPEUH HVWUDWpJLFD HVWi
HQFDUJDGD GH DVHJXUDU TXH OD RUJDQL]DFLyQ FXPSOD VX PLVLyQ GH PDQHUD
HIHFWLYD\WDPELpQVDWLVIDJDODVQHFHVLGDGHVGHDTXHOORVTXHODFRQWURODQRTXH
GHRWUDIRUPDWHQJDQSRGHUVREUHODRUJDQL]DFLyQ

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x /tQHD 0HGLD (O QH[R HQWUH OD FXPEUH HVWUDWpJLFD \ HO Q~FOHR RSHUDWLYR
5HSUHVHQWDDODFDGHQDGHJHUHQWHVGHOtQHDPHGLDFRQDXWRULGDGIRUPDOFRPR
SRUHMHPSORORVFDSDWDFHVGHSODQWD/DRUJDQL]DFLyQQHFHVLWDORVJHUHQWHVGH
HVWHQLYHOVLHPSUH\FXDQGRODFDQWLGDGGHRSHUDULRVDVXSHUYLVDUVHDFXDQWLRVD
'H RWUD IRUPD XQ GLUHFWRU JHQHUDO SRGUtD VXSHUYLVDU VLQ SUREOHPDV HO Q~FOHR
RSHUDWLYR(QODSUiFWLFDODVXSHUYLVLyQGLUHFWDUHTXLHUHGHXQHVWUHFKRYtQFXOR
FRQ OD SHUVRQDO UHFRJH OD LQIRUPDFLyQ UHWURDOLPHQWDGDGHO GHVHPSHxRGH VX
XQLGDG\SDVDHOUHSRUWHDORVPDQGRVVXSHULRUHV

x 7HFQRHVWUXFWXUD$TXtVHHQFXHQWUDQORVDQDOLVWDVTXHVLUYHQDODRUJDQL]DFLyQ
DIHFWDQGRHOWUDEDMRGHRWUR(VWRVDQDOLVWDVHVWiQIXHUDGHODFRUULHQWHGHWUDEDMR
RSHUDWLYDSXHGHQGLVHxDUODSODQHDUODFDPELDUODRHQWUHQDUSHUVRQDVSDUDTXH
ORKDJDQSHURQRORKDFHQHOORVPLVPRV$VtOD7HFQRHVWUXFWXUDHVHIHFWLYDVROR
FXDQGRSXHGHXVDUVXVWpFQLFDVDQDOtWLFDVSDUDKDFHUHO WUDEDMRGHRWURVPiV
HIHFWLYR6HSXHGHQGLVWLQJXLUWUHVWLSRVGHDQDOLVWDVGHFRQWURODQDOLVWDVGH
HVWXGLRGHWUDEDMRTXHVRQTXLHQHVHVWDQGDUL]DQORVSURFHVRV$QDOLVWDVGH
SODQHDPLHQWR \ FRQWURO VRQ TXLHQHV HVWDQGDUL]DQ ODV SURGXFFLRQHV DTXt VH
HQFXHQWUDHOFRQWUROGHFDOLGDG$QDOLVWDVGHSHUVRQDOTXLHQHVHVWDQGDUL]DQ
ODVGHVWUH]DVGHTXLHQHVWUDEDMDQHQORVSURFHVRV

x 6WDIIGHDSR\R([LVWHQSDUDSURSRUFLRQDUDSR\RDWRGDODHVWUXFWXUDSHURSRU
IXHUDGHODFRUULHQWHGHWUDEDMRRSHUDFLRQDO

Figura 1 – Las Cinco partes básicas de una organización. Fuente: (Mintzberg, Diseño de 
organizaciones eficientes, 1992, pág. 13) 

$ VX YH]0LQW]EHUJ PHQFLRQD TXH H[LVWHQ PHFDQLVPRV FRRUGLQDGRUHV TXH
H[SOLFDQODVPDQHUDVIXQGDPHQWDOHVHQTXHODVRUJDQL]DFLRQHVFRRUGLQDQVXWUDEDMR
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
x $MXVWHPXWXRHQRUJDQL]DFLRQHVGHSRFDVSHUVRQDV UHDOL]DQGR ODV WDUHDVHO
FRQWURO GHO WUDEDMR GHVFDQVD HQ PDQRV GH TXLHQ OR UHDOL]D 3UHGRPLQD OD
FRPXQLFDFLyQLQIRUPDO

x 6XSHUYLVLyQGLUHFWD$PHGLGDTXHODRUJDQL]DFLyQFUHFHVHYHODQHFHVLGDGGH
FRQWDUFRQXQVHJXQGRPHFDQLVPRFRRUGLQDGRVHVWRVHORJUDDODVLJQDUDXQD
SHUVRQD OD UHVSRQVDELOLGDG SRU HO WUDEDMR GH RWUDV HPLWLHQGR LQVWUXFFLRQHV \
VXSHUYLVDQGR ODV WDUHDV /DFRPXQLFDFLyQ WLHQGHD IOXLU GHDUULEDKDFLDDEDMR
7RSGRZQ

x (VWDQGDUL]DU GHVWUH]DV (O WUDEDMR SXHGH VHU FRRUGLQDGR VLQ DMXVWH PXWXR QL
VXSHUYLVLyQGLUHFWDVLPSOHPHQWHHVWDEOHFLHQGRHOWLSRGHFDSDFLWDFLyQUHTXHULGD
SDUDFDGDWDUHD(VKDELWXDOTXHHVWHFRQRFLPLHQWR\DH[LVWDDQWHVGHLQJUHVDU
DODRUJDQL]DFLyQJUDFLDVDODIRUPDFLyQSURIHVLRQDO

x (VWDQGDUL]DU SURGXFWRV 6H HVWDEOHFHQ HVSHFLILFDFLRQHV GHO SURGXFWR FRPR
GHEHVHUDTXLHQHQWUHJDUORSRUHMHPSORPHGLGDVSHVRHWF

x (VWDQGDUL]DUSURFHVRV6HHVWDEOHFHHOSURFHVRSRUORJHQHUDOHQXQGRFXPHQWR
GRQGHVHHVSHFLILTXH\RUGHQHFDGDXQDGHODVWDUHDVTXHVHGHEHUHDOL]DUSDUD
REWHQHUHOSURGXFWRLQFOX\HQGRORVUHFXUVRV

3RU ~OWLPR VH SXHGHQ DJUXSDU HVWDV FRQGLFLRQHV VHJ~Q  WLSRV GH RUJDQL]DFLRQHV
VHJ~QFRQFOX\HHODXWRU
“Los elementos de la estructura deben ser seleccionados para lograr una consistencia 
interna o armonía tanto como una consistencia básica con la situación de la 
organización, - su dimensión, su antigüedad, el tipo de ambiente en que funciona, los 
sistemas técnicos que usa, etcétera. En realidad, estos factores de situación son a 
menudo no menos "escogidos” que los elementos de estructura mismos. El nicho de la 
organización en su ambiente, hasta donde crece, el método que usa para producir sus 
productos o servicios, - todos estos son seleccionados también. Esto lleva a la 
conclusión de que tanto los parámetros de diseño como los factores de situación deben 
agruparse para formar configuraciones”. 0LQW]EHUJSiJ
/RVWLSRVGHRUJDQL]DFLRQHV
x (VWUXFWXUDVLPSOH(VWHFRUUHVSRQGHDOGLVHxRSUHGRPLQDQWHHQODVSHTXHxDV\
PHGLDQDV HPSUHVDV ORV HPSOHDGRV QR QHFHVLWDQ FRRUGLQDFLyQ \ SXHGHQ
GHVHPSHxDUODVWDUHDVSRUVtPLVPRVVHFRRUGLQDQDWUDYpVGHODMXVWHPXWXR\
/DVXSHUYLVLyQGHOWUDEDMRGHVFLHQGHGLUHFWDPHQWHGHODFXPEUHHVWUDWpJLFD8Q
HMHPSORVRQORVSHTXHxRVFRPHUFLRVFRQRHPSOHDGRV

x %XURFUDFLD 0HFiQLFD ([LVWHQ RUJDQL]DFLRQHV GRQGH OD SUHGRPLQD OD
HVWDQGDUL]DFLyQ GH FDUDFWHUL]D SRU WHQHU TXH FXPSOLU FRQ PXFKDV UHJODV
LQWHUQDVR LPSXHVWDV\QRH[LVWHIRUPDGHHVWDQGDUL]DFLyQSDUDFRRUGLQDU ODV
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WDUHDV/DFRPXQLFDFLyQHVIRUPDOHQWRGDODHVWUXFWXUD3RUHMHPSORHVHOFDVR
GHDOJXQRVRUJDQLVPRVS~EOLFRV

x %XURFUDFLD SURIHVLRQDO (Q HVWH WLSR GH RUJDQL]DFLRQHV ORV HPSHODGRV \D
FXHQWDQFRQXQHVWiQGDUHQVXVGHVWUH]DV\SRUORWDQWRVRQDXWRVXILFLHQWHV8Q
HMHPSORVRQORV+RVSLWDOHVORVHVWXGLRVGHDERJDGRVGHFRQWDGRUHVHWF

x )RUPD GLYLVLRQDO HV FRP~Q YHU HVWH WLSR GH RUJDQL]DFLyQ HQ VXEVLGLDULDV GH
HPSUHVDV LQWHUQDFLRQDOHV6HDJUXSDQSRUXQLGDGHVGHPHUFDGR*HRJUiILFR
'HPRJUiILFR HWF<FDGDXQDGHHOODV WLHQHVXSURSLDHVWUXFWXUDEULQGiQGROH
OLEHUWDGGHDFFLyQSDUDIXQFLRQDOFRPRXQDXQLGDGDLVODGDVLQHPEDUJRWLHQH
TXHUHSRUWDUDODFXPEUHHVWUDWpJLFDGHODFDVDPDWUL]

x $GKRFUDFLD (VWH WLSR GH RUJDQL]DFLyQ HV LGHDGD FRQ OD LQQRYDFLyQ FRPR
SURSyVLWR6HFRPSRQHGHSURIHVLRQDOHVFRQGHVWUH]DVHVWDQGDUL]DGDV\DVX
YH]VHFRRUGLQDQDWUDYpVGHODMXVWHPXWRWLHQHQPXFKDOLEHUWDUGHDFFLyQHV
SRUHVRTXHVHSXHGHGLVWLQJXLUHVWHWLSRHQRUJDQL]DFLRQHVGRQGHSUHGRPLQHOD
LQQRYDFLyQ \ FUHDWLYLGDG SRU HMHPSOR HPSUHVDV GH GHVDUUROOR GH VRIWZDUH
SURGXFWRUDVGHWHOHYLVLyQRLQFOXVRHPSUHVDVGHPDUNHWLQJ

 ¢48((6/$&$/,'$'"
/DDVRFLDFLyQDPHULFDQDSDUDHOFRQWUROGHODFDOLGDG$64&GHILQHODFDOLGDGFRPR³el
conjunto de características de un producto o servicio orientado a la capacidad para 
satisfacer las necesidades del usuario”.  
/DIXQGDFLyQHXURSHDSDUDODFDOLGDG()40GHVFULEHDODFDOLGDGFRPR³la totalidad 
de características de un producto o servicio orientadas a si capacidad para satisfacer 
las necesidades de sus usuarios”.  
6HJ~QODQRUPD,62IXQGDPHQWRV\YRFDEXODULRODFDOLGDGHV“el grado en qué 
conjunto de características inherentes cumple con los requisitos” ,62D
/DQRUPDFRQWLQ~DGHILQLHQGRDOFOLHQWHFRPR“Persona u organización que podría recibir 
o que recibe un producto o un servicio destinado a esa persona u organización o 
requerido por ella” ... “Por ejemplo: Consumidor, cliente, usuario final, minorista, receptor 
de un producto o servicio de un proceso interno, beneficiario y comprador´,62D
6HSXHGHREVHUYDUTXHHQWRGDVHVWDVGHILQLFLRQHVSUHGRPLQDHODWULEXWRGHVDWLVIDFHU
QHFHVLGDGHV\HVSHFtILFDPHQWHDOXVXDULRFOLHQWH
6HJ~QVXJLHUHQORVDXWRUHV)D6DL]DUELWRULD	'LD]GH&HULR3DJ3DJ
ODV GHILQLFLRQHV PHQFLRQDGDV SXHGHQ FRPSOHPHQWDUVH FRQ OD GH ORV UHIHUHQWHV
PXQGLDOHVHQWpUPLQRVGHODFDOLGDG
x 3KLOLS%&URVE\VHOHUHFRQRFHSRULQWURGXFLUHOFRQFHSWRGHFHUR
GHIHFWR \ GHILQH D OD FDOLGDG FRPR ³FXPSOLPLHQWR GH HVSHFLILFDFLRQHV R
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
UHTXHULPLHQWRV´SRURWURODGR-RVHS-XUDQGHILQHDODFDOLGDGFRPR³DGHFXDFLyQ
DOXVRSUHYLVWR\QRFRPRHOFXPSOLPLHQWRGHHVSHFLILFDFLRQHVRUHTXHULPLHQWRV
\DTXHHOFOLHQWHILQDOGHVFRQRFHFXiOHVVRQHVDVHVSHFLILFDFLRQHVSRUHOOROD
HYDOXDFLyQ GH OD FDOLGDG TXH UHDOL]D VH EDVD HQ OD HYDOXDFLyQ VREUH OD
DGHFXDFLyQDOXVRSUHYLVWRGHOSURGXFWRRVHUYLFLR´

x $UPDQG9)HLJHQEDXPHVHOSULPHUDXWRUTXHLQWURGXMRHOFRQFHSWR
GHODFDOLGDGWRWDO\ORGHILQHFRPR³HOFRQMXQWRGHFDUDFWHUtVWLFDVGHOSURGXFWR
GH PDUNHWLQJ LQJHQLHUtD IDEULFDFLyQ \ PDQWHQLPLHQWR D WUDYpV GHO FXDO HO
SURGXFWRVDWLVIDFHODVH[SHFWDWLYDVGHFOLHQWH´

x *HQLFKL 7DJXFKL   TXH SURIXQGL]D HO FRQFHSWR \ RIUHFH XQD
GHILQLFLyQ GHVGHRWUR$QJXOR DO GHILQLU D OD FDOLGDG FRPR ³SHUGLGDVPtQLPDV
RFDVLRQDGDVDODVRFLHGDGGXUDQWHODYLGD~WLOGHXQSURGXFWR´
(QWUHODVGHILQLFLRQHVGHHVWRVUHIHUHQWHVGHODFDOLGDGVHSXHGHREVHUYDUTXHODVGRV
SULPHUDVGHILQLFLRQHVFRQQRWDQXQDSHUVSHFWLYDQHWDPHQWHLQGXVWULDOGRQGHHOFOLHQWH
HVWDEOHFH ORVUHTXLVLWRV WpFQLFRVGHOSURGXFWRPLHQWUDVTXH OD WHUFHUDUHVXOWDDEDUFD
GLVWLQWRV iPELWRV GH QHJRFLyQ GRQGH VH SXHGHQ SURFXUDU HVWDV UHODFLRQHV FOLHQWH
HPSUHVD
(QSDUWLFXODUVREUHODVHPSUHVDVGHVHUYLFLRVORVSURIHVRUHV=HLWKDPO3DUDGXUDPDQ\
%HUU\GHILQHQDODFDOLGDGGHVGHODPLVPDSHUFHSFLyQGHOFRQFHSWRSRUSDUWHGH
ORVFOLHQWHVVREUHXQVHUYLFLR³ODFDOLGDGGHOVHUYLFLRHVODDPSOLWXGGHODGLVFUHSDQFLDR
GLIHUHQFLDTXHH[LVWDHQWUHODVH[SHFWDWLYDV\GHVHRVGHORVFOLHQWHV\VXVSHUFHSFLRQHV´
2WURUHIHUHQWHHQWpUPLQRVGHODFDOLGDGHVHOTXtPLFRLQGXVWULDOMDSRQpV.DRUX,VKLNDZD
TXLHQGLIHUHQFLDWUHVWLSRVGHFDOLGDG
x /DFDOLGDGGHPDQGDGD(VODTXHHOFOLHQWHHVSHUDUHFLELU
x /DFDOLGDG3URJUDPDGDRGLVHxDGD(VODTXHODHPSUHVDSODQLILFDFRQVHJXLU
x &DOLGDGUHDOL]DGDRORJUDGD/DTXHVHORJUDUHDOPHQWH
3DUD.DRUX,VKLNDZDODFDOLGDGySWLPD\FRQVDWLVIDFFLyQSOHQDGHOFOLHQWHVHDOFDQ]D
JUDFLDVDXQDFRPELQDFLyQHTXLOLEUDGDGHHVWRVWUHVIDFWRUHVVLHQGRTXHORSRVLWLYR\
QHJDWLYRHQWpUPLQRVGH ODFDOLGDGVHYDDWUDGXFLUHQ ODVH[SHFWDWLYDVTXHHOFOLHQWH
WHQJDGHHVWHSURGXFWRRVHUYLFLR1RKD\SURGXFWRVRVHUYLFLRVEXHQRV\PDORVRELHQ
GH DOWD FDOLGDG \ GH EDMD FDOLGDG SRU HVR HV LPSRUWDQWH GHVWDFDU TXH HO SUHFLR GHO
SURGXFWRQXQFDYDDHVWDUUHODFLRQDGRFRQHOFRQFHSWRGHODFDOLGDGVLQRODH[SHFWDWLYD
TXHHOFOLHQWHWHQJD
6HSXHGHFRQFOXLUGHODVUHIHUHQFLDVGHHVWRVUHIHUHQWHVPXQGLDOHVHQWpUPLQRVGHOD
FDOLGDGTXHHOWpUPLQR³&DOLGDG´LPSOLFDHOGHEHUGHEULQGDUVDWLVIDFFLyQDOFOLHQWHVREUH
ORVSURGXFWRV\VHUYLFLRVTXHGHPDQGDGHODRUJDQL]DFLyQLQFOXVRVXJLHUHHOSUHGHFLU
VXVH[SHFWDWLYDVIXWXUDV
2WUDFRQFOXVLyQDODTXHVHDUULEDHVTXHHOWHUPLQRGHFDOLGDGQRHVWiUHODFLRQDGDFRQ
HOSUHFLRRHOYDORUTXHOHDVLJQDODVRUJDQL]DFLRQHVDHVRVSURGXFWRV\VHUYLFLRV3RU

,VKLNDZD
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VXSXHVWRKD\FXHVWLRQHVLQKHUHQWHVDOSURGXFWRRVHUYLFLRTXHHOFOLHQWHHVSHUDUHFLELU
RORTXH,VKLNDZDUHILHUHFRPRFDOLGDGSHUFLELGD3RUHOORSDUDDVHJXUDUODFDOLGDGGH
DOJRKD\TXHFRQVLGHUDU ORTXHFDGDFOLHQWHHVSHUD3RUHMHPSORDO YDFDFLRQDUKD\
KXpVSHGHVSUHILHUHQDORMDUVHHQXQKRWHOGHHVWUHOODV\RWURVHQXQKRWHOGHHVWUHOODV
TXLHQHVSDJDQSRUXQVHUYLFLRGHHVWUHOODVHVWiQHVSHUDQGRXQGHWHUPLQDGRHVWiQGDU
GHFDOLGDG\ORVPLVPRVVXFHGHFRQTXLHQHVVHDORMDQHQXQKRWHOGHHVWUHOODV(Q
FXDOTXLHUFDVRHOFOLHQWHVLHPSUHHVSHUDUHFLELUXQGHWHUPLQDGRHVWiQGDUGHFDOLGDG\
VL VH OH DVLJQD XQ YDORU DO ³JUDGR´ GH FDOLGDG SRU HMHPSOR FDQWLGDG GH HVWUHOODV
SRGHPRVPHGLU\FRPSDUDUHVWDVFDUDFWHUtVWLFDVLQKHUHQWHVGHOSURGXFWRRVHUYLFLR

 1250$6<1250$/,=$&,21
(QODPHGLGDTXHODVRUJDQL]DFLRQHVFUHFHQHQWDPDxR\VHYXHOYHQPiVFRPSOHMDV
LQFRUSRUDQGR SURFHVRV SURGXFWRV \ VHUYLFLRV HV QHFHVDULR HVWDEOHFHU DOJ~Q WLSR GH
RUGHQDPLHQWR SDUD DVHJXUDU HO FXPSOLPLHQWR GH ORV REMHWLYRV (Q HVH VHQWLGR ODV
RUJDQL]DFLRQHV EXVFDUDQ GH DOJ~Q X RWUR PRGR XQ PpWRGR TXH SHUPLWD KDFHU PiV
DFFHVLEOHHOWUDEDMRDVHJXUDQGRTXHODFDOLGDGHVSHUDGDSRUORVFOLHQWHVVHPDQWHQJD
FRQVWDQWH
“La normalización de la calidad busca satisfacer las necesidades de las organizaciones, 
a través de la documentación de los procesos y su actualización permanente, 
posibilitando la mejora continua de los logros alcanzados y asegurando al cliente la 
calidad de los procesos de producción de bienes y servicios” … “La implementación de 
normas de calidad busca asegurar que la organización satisface cada vez de mejor 
forma al cliente “ $YHGLVVLiQ&DVWLOOR&KDQLQ)HUUDUL	*RQ]iOH](VFXGHUR
SiJ
8QD1RUPDSXHGHGHILQLUVHFRPRXQFRQMXQWRGHUHJODVTXHVHXWLOL]DQSDUDGLUHFFLRQDU
FRQGXFWDVRHVWDEOHFHUHO FRUUHFWRGHVDUUROORGHXQDDFWLYLGDG(Q OD YLGDGLDULD ODV
QRUPDV HVWiQ SUHVHQWHV HQ FXDOTXLHU SDUWH GHVGH OD VHxDO GH XQ VHPiIRUR TXH ODV
QRUPDVGHWUiQVLWRHVWDEOHFHQTXHKD\TXHGHWHQHUHOYHKtFXORORVWHOpIRQRVFHOXODUHV
TXH GHEHQ FXPSOLU GHWHUPLQDGDV QRUPDV GH VHJXULGDG \ DPELHQWDOHV LQFOXVR ODV
GLPHQVLRQHV GHO SDSHO $ TXH VH XWLOL]D HQ ODV LPSUHVRUDV WDPELpQ VH HVWDEOHFHQ
QRUPDVDWUDYpVGHGHFUHWRVUHJODPHQWRVOH\HV
/D 2UJDQL]DFLyQ ,QWHUQDFLRQDO GH 1RUPDOL]DFLyQ ,62 HQ FRQMXQWR FRQ OD &RPLVLyQ
(OHFWURWpFQLFD,QWHUQDFLRQDO,(&GHILQHQFRPRQRUPDDO³documento establecido por 
consenso y aprobado por un organismo reconocido, que provee, para el uso común y 
repetitivo, reglas, directrices o características para actividades o, sus resultados dirigido 
a alcanzar el nivel óptimo de orden en un concepto dado” ,62,(&
(QJHQHUDOVHSRGUtDHVWDEOHFHUGRVJUXSRVGLVWLQWRVGHQRUPDVVHJ~QVXREOLJDWRULHGDG
GH DSOLFDUODV SRU XQ ODGR H[LVWHQ ODV QRUPDV UHJODPHQWDULDV TXH VH LPSRQHQ GH
GLVWLQWDVHVIHUDVGHOVHFWRUS~EOLFRFRPRSRUHMHPSORHO&yGLJR$OLPHQWDULR$UJHQWLQR
HO6HUYLFLR1DFLRQDOGH6DQLGDG\&DOLGDG$JURDOLPHQWDULD6(1$6$OD$GPLQLVWUDFLyQ
)HGHUDOGH ,QJUHVRV3~EOLFRV$),3\ OD$GPLQLVWUDFLyQ1DFLRQDOGH0HGLFDPHQWRV
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
$OLPHQWRV\7HFQRORJtD0pGLFD $10$7GRQGHHOHVWDGRQDFLRQDOFXPSOHHO UROGH
UHJXODUDFWLYLGDGHVHQIXQFLyQGHJDUDQWL]DUODVDOXGS~EOLFD
3RURWURODGRVHHQFXHQWUDQODVQRUPDVGHDGKHVLyQYROXQWDULDHVWDEOHFHQORTXHVH
FRQRFHFRPR³EXHQDVSUiFWLFDV´\HVGRQGHVHHQFXHQWUDQODVQRUPDVLQWHUQDFLRQDOHV
,62$GLIHUHQFLDGHODVDQWHULRUHVVRQDGRSWDGDVSRUODVRUJDQL]DFLRQHVSDUDPHMRUDU
VXFRPSHWLWLYLGDGLQWURGXFLUVHDORVQXHYRVPHUFDGRVSRUHOHIHFWRGHODJOREDOL]DFLyQ
\WDPELpQPHMRUDUODVFRQGLFLRQHVGHQHJRFLDFLyQFRQVXVSURYHHGRUHV\DQWLFLSDUVHD
ODVH[SHFWDWLYDVGHORVFOLHQWHV$VLPLVPRVHSXHGHQFODVLILFDUSULQFLSDOPHQWHWUHVWLSRV
GHQRUPDVGHDGKHVLyQYROXQWDULDVHJ~QHORULJHQGHHVWDV
x 1RUPDV &RUSRUDWLYDV (VWH WLSR GH QRUPDV KR\ HQ GtD VH HQFXHQWUDQ HQ
GLVPLQXFLyQVLHQGRTXHODPD\RUtDDGRSWDQRUPDVFRQUHFRQRFLPLHQWRH[WHUQR
VLQHPEDUJRDOJXQDVHPSUHVDVOtGHUHVHQVXVHFWRUHVWDEOHFHQ\DXGLWDQVXV
SURSLDVQRUPDVSRUHMHPSOR*HQHUDO0RWRU&RPSDQ\*0GHVDUUROORQRUPDV
TXH GHVFULEHQ UHTXLVLWRV SDUD IDEULFDQWHV SURYHHGRUHV \ SURIHVLRQDOHV GH
PDQWHQLPLHQWRPHFiQLFR HQ WRGRHOPXQGRTXHD\XGDD ODVHPSUHVDVGH OD
FDGHQDGHVXPLQLVWURDFXPSOLUFRQODVH[LJHQFLDVGHODDXWRPRWUL]

x 1RUPDV 1DFLRQDOHV (VWDV VRQ QRUPDV TXH GHVDUUROODQ ORV RUJDQLVPRV GH
QRUPDOL]DFLyQQDFLRQDOHVHQFRQMXQWRFRQRWURVRUJDQLVPRVS~EOLFRVSDUDFXEULU
XQDQHFHVLGDGGHHVWDQGDUL]DFLyQRUHJXODFLyQ

x 1RUPDVLQWHUQDFLRQDOHV$TXtVHHQFXHQWUDQODVQRUPDV,62DXQTXHWDPELpQ
H[LVWHQ RWURV HVWiQGDUHV GH DSOLFDFLyQ LQWHUQDFLRQDO D GLIHUHQFLD GH ORV
DQWHULRUHVHVWDVWLHQHQUHFRQRFLPLHQWRDQLYHOPXQGLDO\GDGRODDSHUWXUDGHODV
HFRQRPtDV GH ORV SDVHV DGRSWDU HVWDV QRUPDV UHVXOWD HVSHFLDOPHQWH
FRQYHQLHQWHDODKRUDGHFRQFUHWDUDFXHUGRVFRPHUFLDOHV
(QODVLJXLHQWHILJXUDVHSXHGHREVHUYDUDODUHODFLyQHQWUHODFDQWLGDGGHQRUPDVHQHO
PXQGRVHJ~QFDGDFODVHHQHOWUDVFXUVRGHORVDxRV

Figura 2 - Evolución de las normas, (Fuente: IRAM, Curso Presencial, 2017) 
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/DQRUPD,62GHILQHDORVVLVWHPDVGH*HVWLyQFRPRHO“Conjunto de elementos 
de una organización interrelacionados o que interactúan para establecer políticas, 
objetivos, y procesos para lograr estos objetivos” ... “Un sistema de gestión puede tratar 
una sola disciplina o varias disciplinas, por ejemplo, gestión de la calidad, gestión 
financiera o gestión ambiental” … “Los elementos del sistema de gestión establecen la 
estructura de la organización, los roles y las responsabilidades, la planificación, la 
operación, las políticas, las prácticas, las reglas, las creencias, los objetivos y los 
procesos para lograr esos objetivos”. ,62D
/DQRUPDFRQWLQXDDOGHILQLHQGRDOVLVWHPDGHJHVWLyQGHFDOLGDGFRPR"Parte de un 
Sistema de Gestión relacionada con la calidad” ,62D.

Figura 3-  Sistema de Gestión. Fuente: Curso presencial en IRAM (2016)
/RVSULQFLSLRVGHODJHVWLyQGHODFDOLGDGGHVFULEHQODVEDVHVSDUDTXHODGLUHFFLyQGH
XQDHPSUHVDRGH FXDOTXLHU RWUR WLSRGHRUJDQL]DFLyQ FRQFHQWUH VXVHVIXHU]RV SDUD
DOFDQ]DUVXPHMRUGHVHPSHxR'HEHQHQWHQGHUVHFRPRXQDJXtDGHEXHQDVSUiFWLFDV
D VHJXLU ODV FXDOHV GHEHQ VHU WUDQVPLWLGDV D WRGR HO SHUVRQDO SHUPLWLHQGR TXH VH
LQWHJUHQVLVWHPiWLFDPHQWHDODFXOWXUDRUJDQL]DFLRQDO
(VWDVSUHPLVDVRSULQFLSLRV WLHQGHQD LQWHUSUHWDUVHFRPRDOJRWHyULFRH LQDOFDQ]DEOH
FRQFHSWRV UtJLGRV TXH HQ SULQFLSLR QR DSOLFDUtDQ D WRGR WLSR GH RUJDQL]DFLyQ
3RQLpQGRVHHQHOOXJDUGHOGXHxRGHXQD3<0(TXHKDGHFLGLyLPSOHPHQWDUSRUSULPHUD
XQ6*&QR UHVXOWDUtDH[WUDxR LPDJLQDUVHTXH LQWHQWH LPSRQHUHVWRVSULQFLSLRVFRPR
DOJRPDQGDWRULRFRQHOREMHWRGHSRGHUREWHQHUHVDSUHFLDGDFHUWLILFDFLyQTXHOHDEULUi
RSRUWXQLGDGHVGHQHJRFLRVFRQJUDQGHVFOLHQWHVVLQHPEDUJRLPSRQHUORVFDPELRVD
ODIXHU]DUHVXOWDHQGHEOHQRVXHOHPDQWHQHUVHSRUPXFKRWLHPSR(VSUREDEOHTXHVH
DOFDQFH OD FHUWLILFDFLyQ SHUR QXQFD HVWRV FDPELRV IRUPDUDQ SDUWH GH OD FXOWXUD
RUJDQL]DFLRQDO\SRU OR WDQWRQRVHUiSRVLEOHPDQWHQHU ODH[FHOHQFLDFRQHOSDVRGHO
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
WLHPSR (Q RWUDV SDODEUDV GH QDGD VLUYH REWHQHU OD FHUWLILFDFLyQ DO FXPSOLU FRQ ORV
UHTXLVLWRVGHOVLVWHPDGHJHVWLyQVLODRUJDQL]DFLyQQRVLJXH\PDQWLHQHHVWRVSULQFLSLRV
/D YHUVLyQ  GH OD QRUPD ,62  DGRSWD  SULQFLSLRV D LPSOHPHQWDU SRU ODV
RUJDQL]DFLRQHV ORVTXHGHVDUUROODHQ ORVGLVWLQWRVFDStWXORV6LELHQ ORVSULQFLSLRVVH
HVWDEOHFLHURQFRQIRUPHDOFRQVHQVRGHORVH[SHUWRVTXHLQWHJUDQHOFRPLWpWpFQLFR
,627&VLVWHPDVGHJHVWLyQGHFDOLGDGTXHGDGHPRVWUDGRTXHGHEHQDWHQHUVH
D XQD FRQVWDQWH UHYLVLyQ \ DGDSWDUVH D ORV GLVWLQWRV FRQWH[WRV \ WDPDxRV GH ODV
RUJDQL]DFLRQHV EXVFDQGR VHU XQD JXtD TXH DSOLTXH D OD PD\RU FDQWLGDG GH
RUJDQL]DFLRQHVWDOFRPRVHH[SOLFyHQHOSiUUDIRDQWHULRU
8QHMHPSORGHHVWHFRQVWDQWHFDPELRHQORVSULQFLSLRVHVODYHUVLyQDQWHULRUGHODQRUPD
,62TXH LQFOXtDUHTXLVLWRVXQRPiVTXH ODYHUVLyQDFWXDO ³(QIRTXHGH
VLVWHPDVSDUD OD JHVWLyQ´ OD UD]yQ GHWUiVGH VX VXSUHVLyQ UDGLFDHQ VX UHGXQGDQFLD
VREUHORVUHTXLVLWRVGHODPLVPDQRUPD
$FRQWLQXDFLyQVHGHVFULEHQHQFigura 4 - Los 7 principios de los sistemas de la Gestión 
de CalidadTXHVXUJHQGHODQRUPD,62D

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Figura 4 - Los 7 principios de los sistemas de la Gestión de Calidad 
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 35,1&,3,21(1)248($/&/,(17(
“El enfoque principal de la gestión de la calidad es cumplir con los requisitos del cliente 
y tratar de exceder las expectativas del cliente”. ,62D
(O REMHWLYR SULQFLSDO GH WRGR VLVWHPD GH JHVWLyQ GH FDOLGDG FRQVLVWH HQ H[FHGHU ODV
H[SHFWDWLYDVGHOFOLHQWH\QRVRORVDWLVIDFHUVXVQHFHVLGDGHV3HQVDUVRORHQXQFOLHQWH
VDWLVIHFKRQRFRQGXFHDOp[LWRGHODJHVWLyQ(VXQDREOLJDFLyQEULQGDUOHDOFOLHQWHORTXH
HVSHUD\VLHVWHQRHVWiFRQIRUPHFRQHOSURGXFWRRVHUYLFLRHVPX\SUREDEOHTXHSLHUGD
WRWDOFRQILDQ]DLQFOXVRVLHVHSURGXFWRRVHUYLFLRQRFRQIRUPHKD\DRFXUULGROXHJRGH
PXFKDVH[SHULHQFLDVDFHSWDEOHV
6HSRGUiDOFDQ]DUHOp[LWRVRVWHQLGRVRORVLVHHQWLHQGHOD LPSRUWDQFLDFRQRFHUPX\
ELHQODVQHFHVLGDGHVDFWXDOHV\IXWXUDVGHORVFOLHQWHV\TXHFDGDFRQWDFWRFRQHOORV
HVFRQVLGHUDGRXQDRSRUWXQLGDGSDUDHVIRU]DUVH\VREUHSDVDUHVDVH[SHFWDWLYDV
/RV EHQHILFLRV GH LPSOHPHQWDU HVWH SULQFLSLR VRQPXFKRV GHVGH OD SHUVSHFWLYD GHO
FOLHQWH UHSUHVHQWD XQ DXPHQWR HQ HO YDORU GH OR TXH HVWi DGTXLULHQGR DXPHQWD VX
VDWLVIDFFLyQ\OHDOWDGDODRUJDQL]DFLyQHQFRQVHFXHQFLDODYDDYROYHUDHOHJLUHQOD
SUy[LPDFRPSUD'HVGHODRUJDQL]DFLyQDXPHQWDODFDUWHUDGHFOLHQWHV\ODFXRWDGH
PHUFDGRTXHVHWUDGXFHHQPD\RUHVJDQDQFLDV\PHMRUUHSXWDFLyQ
$KRUDELHQHQODSUiFWLFDVXHOHQSUHVHQWDUVHGLILFXOWDGHV(QODVJUDQGHVHPSUHVDVHO
HQIRTXH DO FOLHQWH HV PiV YLVLEOH SRUTXH HVWi DVRFLDGR D XQD UHQWDELOLGDG HQ OD
DGPLQLVWUDFLyQS~EOLFDRHQ ODV3\PHVVXHOHSUHVHQWDUVH ODGLILFXOWDGSDUD LGHQWLILFDU
HQIRTXHDOFOLHQWHTXHGDQGRHQPDQRVGHORVOLGHUHVHOIRPHQWDUHVWHPRGRGHWUDEDMR
$KRUDELHQSDUDFHUWLILFDUXQVLVWHPDGH*HVWLyQHVLPSUHVFLQGLEOHHQIRFDUORVSURFHVRV
DORVUHTXLVLWRV\H[SHFWDWLYDVGHOFOLHQWH

 35,1&,3,21/,'(5$=*2
“Los líderes en todos los niveles establecen la unidad de propósito y la dirección y crean 
condiciones en las que las personas se implican en el logro de los objetivos de la calidad 
de la organización” (ISO, 2015a) 
4XLHQHVGLULJHQODHPSUHVDVLQLPSRUWDUTXHSRVLFLyQRFXSHQGHQWURGHODRUJDQL]DFLyQ
WLHQHQODUHVSRQVDELOLGDGGHXQLILFDUHVIXHU]RV\HQIRTXHSDUDFRQFUHWDU ORVREMHWLYRV
HVWUDWpJLFRVDOLQHDQGRORVUHFXUVRVSROtWLFDV\SURFHVRV
(VPX\LPSRUWDQWHHOFRQFHSWRGHXQLGDGHQPXFKDVRUJDQL]DFLRQHV\VREUHWRGRVXHOH
PDQLIHVWDUVHHQ3<0(6IDPLOLDUHVTXHHQWUHORVPLVPRVGLULJHQWHVLQFOXVRGHOPLVPR
QLYHO MHUiUTXLFR QR H[LVWH XQD XQLILFDFLyQ GH FULWHULRV DO PRPHQWR GH LPSDUWLU
OLQHDPLHQWRV DO SHUVRQDO JHQHUDQGR FRQWUDGLFFLRQHV HQ ODV DFFLRQHV D HMHFXWDU
FRQIXQGLHQGR DVt DO SHUVRQDO (O UHVXOWDGR VXHOH VHU GHVEDVWDGRU \ HUUyQHDPHQWH
DWULEXLGRDXQDGHILFLHQFLDGHODEDVHRSHUDWLYDFXDQGRHQUHDOLGDGHVSURGXFWRGHOD
IDOWDGHXQLGDGGHSURSyVLWRFRPSURPLVR\GLUHFFLyQGHORVOtGHUHV
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
2WURHUURULPSRUWDQWHTXHFRPHWHODDOWDJHUHQFLDGHXQDRUJDQL]DFLyQRFXUUHFXDQGR
VHQRPEUDQMHIHVUHVSRQVDEOHVRFRRUGLQDGRUHVGHHTXLSRVGHWUDEDMRGDQGRSRUKHFKR
TXH OD SRVLFLyQ MHUiUTXLFD ORV FRQYLHUWH HQ OtGHUHV SHUR TXH DO SUHJXQWDUOHV D ORV
PLHPEURV GH HVRV HTXLSRV QR OR UHFRQRFHQ FRPR WDO (V SRU HOOR HV TXH UHVXOWD
QHFHVDULRPHQFLRQDUODVXWLOGLIHUHQFLDHQWUHORVFRQFHSWRVGH/tGHU\/LGHUD]JR
/RV/LGHUHVVRQSHUVRQDVTXHSRUDOJ~QPRWLYRVHHQFXHQWUDQHQODSRVLFLyQGHHMHUFHU
XQUROGHJXtDRFRQGXFFLyQHQFDPELRFXDQGRVHKDEODGH/LGHUD]JRVHDPSOtDHVWD
GHILQLFLyQLPSOLFDQGRTXHHOJUXSRDVHUJXLDGRUHVSHWDODSRVLFLyQGHO/tGHUORVLJXHQ
\QRFXHVWLRQDQVXFDSDFLGDG8QFDPELRFXOWXUDOHQODRUJDQL]DFLyQSXHGHLPSXOVDUVH
DWUDYpVHOOLGHUD]JR
&RPRVHPHQFLRQyDQWHULRUPHQWHXQOtGHUSXHGHWHQHUGHWHUPLQDGDVFXDOLGDGHVTXHOR
FDUDFWHUL]DQ VLQ HPEDUJR HVWR QR VLHPSUH HV VXILFLHQWH $O UHVSHFWR3HWHU'UXFNHU
VRVWLHQHTXH(OOLGHUD]JRHIHFWLYRQRWUDWDGHKDFHUGLVFXUVRVRVHUDJUDGDGR
HOOLGHUD]JRVHGHILQHSRUUHVXOWDGRVQRSRUDWULEXWRV'UXFNHU
(O SURIHVRU FDQDGLHQVH +HQU\0LQW]EHUJ  VXJLULy HOPpWRGR GH FRPXQLFDFLyQ
³$EDMRKDFLD$UULED´%RWWRP8SHQFRQWUDSRVLFLyQFRQHO³'H$UULEDKDFLD$EDMR´7RS
'RZQ
(O IOXMRGHFRPXQLFDFLyQKDELWXDOTXHH[LVWHHQ ODVRUJDQL]DFLRQHVHVHO7RS'RZQ
'HVGHODJHUHQFLDJHQHUDOVHEDMDQOLQHDPLHQWRVSDUDTXHORVHPSOHDGRVODVFXPSODQ
%RWWRP8S HVWDEOHFH TXH ODV SHUVRQDV GH OD GHQRPLQDGD EDVH RSHUDWLYD UHDOL]DQ
SURSXHVWDVVREUHFyPRPHMRUDUHOWUDEDMR³Solo es necesario entrenar a los empleados 
para que se perciba si algo necesita modificarse, brindando el espacio adecuado para 
hacerlo”. (VWH DVSHFWR GH OD FRPXQLFDFLyQ WDPELpQ HVWi DVRFLDGR D HO UHSRUWH GH
UHVXOWDGRV0LQW]EHUJPDQLILHVWD TXHHO GLUHFWLYR WLHQHTXH VHU UHFHSWLYR D WRPDU ODV
LGHDVTXHVXUMDQGHODEDVH\TXHODVHPSUHVDVSDUDVHUHILFDFHVHQODJHVWLyQWLHQHQ
TXHGRPLQDUHVWHIOXMRGHLQIRUPDFLyQELGLUHFFLRQDO

 35,1&,3,21&203520,62<&203(7(1&,$'(/$6
3(5621$6
“Las personas competentes, empoderadas y comprometidas en toda la organización 
son esenciales para aumentar la capacidad de la organización para generar y 
proporcionar valor”. (ISO, 2015a) 
3DUDODRUJDQL]DFLyQHVIXQGDPHQWDOTXHWRGDVODVSHUVRQDVTXHODLQWHJUDQWHQJDQHO
QLYHOGHFRPSHWHQFLDQHFHVDULRSDUDDSRUWDUYDORUDORVSURFHVRVTXHGHVHPSHxDVLQ
LPSRUWDUHOQLYHOMHUiUTXLFRTXHVHHQFXHQWUH
/D FDSDFLWDFLyQ HO UHFRQRFLPLHQWR \ HO HPSRGHUDPLHQWR GH ODV SHUVRQDV VRQ ORV
FLPLHQWRVTXHSHUPLWHQIRUMDUHOFRPSURPLVRDGRSWDQGRFRPRSURSLDVODVPHWDVORJURV
\REMHWLYRVGHODRUJDQL]DFLyQ
 &5,67,$1+085$12
&XDQGR ODQRUPDKDFHUHIHUHQFLDD ODFRPSHWHQFLDGH ODVSHUVRQDV WLHQHDSDUHMDGD
GRVFRQVLGHUDFLRQHV3RUXQODGRUHILHUHDORVFRQRFLPLHQWRKDELOLGDGHVGHVWUH]DVR
H[SHULHQFLDTXHWLHQHXQDSHUVRQDSDUDGHVDUUROODUXQDGHWHUPLQDGDWDUHDGHPDQHUD
HILFD]\HILFLHQWH\SRURWURODGRHOFRQFHSWRGHDSWLWXGRFDSDFLGDGSDUDUHDOL]DUHVD
WDUHD
(QODPD\RUtDGHORVFDVRVSRUPiVTXHXQDSHUVRQDVHHVIXHUFH\VHODFDSDFLWHSDUD
GHVHPSHxDUVHHQXQDGHWHUPLQDGDWDUHDQRVHDOFDQ]DQUHVXOWDGRVH[WUDRUGLQDULRV\
HVWRVHSUHVHQWDHQFDVRVGRQGHXQDSHUVRQDQRHVDSWDSDUDUHDOL]DUXQDGHWHUPLQDGD
WDUHDSHURPX\DSWDSDUDUHDOL]DURWUD
8QFDVRUHDOTXHSXHGHVHUYLUGHHMHPSORVXFHGLyHQXQDGHSHQGHQFLDSXEOLFDGHXQD
SURYLQFLDXELFDGDQRUWHGHOSDtVGRQGHVHWHQtDSRUFRVWXPEUHDVLJQDUFRPR³FDVWLJR´
DOSHUVRQDOPHQRVPRWLYDGR\FDSDFLWDGRDTXHSUHVWHVHUYLFLRHQDWHQFLyQGLUHFWDDO
S~EOLFR7UDVLQFRUSRUDUXQVLVWHPDGHJHVWLyQ\FDOLGDGVHORJUyWRUFHUHVWDSROtWLFD\
VHFRPHQ]yDGHVLJQDUDOSHUVRQDOQXHYRTXHHVWDEDPRWLYDGR\VLELHQVHHVWDED
FDSDFLWDQGRPHMRURH[WUDRUGLQDULDPHQWHODFDOLGDGHQODDWHQFLyQUHFLELGDSRUHOFOLHQWH
HQ HVWH FDVR ORV FLXGDGDQRV D OD YH] TXH OD GLQiPLFD GHO SXHVWR FRQWULEXtD D OD
FDSDFLWDFLyQGHOSHUVRQDO
$O UHVSHFWR  &DPLVyQ&UX]	*RQ]iOH] SiJ DILUPDTXH ³Durante la 
década de 1990 y primer decenio del siglo XXI, se está comprobando que la 
implantación de sistemas de calidad no está dando los resultados apetecidos. Entre las 
causas más importantes de este «chasco» está la incapacidad de los sistemas de 
calidad para cambiar las actitudes y valores de los miembros de la organización en 
orden a lograr el compromiso necesario para obtener un mayor desempeño y un 
esfuerzo sostenido en la mejora incremental de procesos y productos”
/RV DXWRUHV GHVWDFDQ OD LPSRUWDQFLD GHO GLVHxR RUJDQL]DFLRQDO HQ UHODFLyQ D OD
PRWLYDFLyQ \ FRPSURPLVRV GH ODV SHUVRQDV TXH DO FRPSRQHQ \ PXHVWUDQ XQD
SHUVSHFWLYDGHORVGHQRPLQDGRV³*XU~V´GHODFDOLGDGDOUHVSHFWR
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62

Figura 5 – Los gurús de la calidad y el lado humano del diseño organizacional. Fuente: 
(Camisón, Cruz, & González, 2007, págs. 1094-1095) 

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
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(1)248(%$6$'2(1352&(626
“Se alcanzan resultados coherentes y previsibles de manera más eficaz y eficiente 
cuando las actividades se entienden y gestionan como procesos interrelacionados que 
funcionan como un sistema coherente” (ISO, 2015a) 
6HGHEHHQWHQGHUSRUSURFHVRVDO³Conjunto de actividades mutuamente relacionadas 
que utilizan las entradas para proporcionar un resultado previsto”,62D
7RGRSURFHVR WLHQHXQD WDUHDD UHDOL]DU XQDHQWUDGDTXHSXHGHVHU0DWHULDSULPD
LQIRUPDFLyQGDWRVODVDOLGDGHRWURSURFHVRXQDWUDQVIRUPDFLyQHOPpWRGRGHKDFHUODV
FRVDVSHUVRQDVKHUUDPLHQWDVPDWHULDOHV LQIUDHVWUXFWXUD \DOJXLHQ WLHQH4XHGHFLU D
GRQGHTXHUHPRV OOHJDUXQREMHWLYR7RGRSURFHVR WLHQHXQPpWRGRPDWHULDO PDWHULD
SULPDUHFXUVRVSHUVRQDV LQIRUPDFLyQ,QIUDHVWUXFWXUDH LQGLFDGRUHV$ ODVDOLGDGHO
SURFHVR VH JHQHUD HO SURGXFWR HQ HVWD VDOLGD VH HVSHUD HYDOXDU OD VDWLVIDFFLyQ GHO
FOLHQWHTXHSUREDEOHPHQWHVHDXQSUy[LPRSURFHVR

Figura 6 – Representación esquemática de los elementos de un proceso, fuente: Norma 
ISO-9001:2015 

(QXQDRUJDQL]DFLyQKD\GLVWLQWRVSURFHVRV \ VXESURFHVRVTXHFRQIOX\HQEULQGDUDO
FOLHQWHORTXHHVSHUD&DGDXQRGHHVRVSURFHVRVDSRUWDYDORUDJUHJDGRDOFXPSOLPLHQWR
GHHVHREMHWLYR\FRPR\DVHKDPHQFLRQDGRDQWHVORTXHEXVFDXQVLVWHPDGHJHVWLyQ
GHFDOLGDGHVMXVWDPHQWHEULQGDUOHD~QPiVGHORTXHVHHVSHUD
(OHQIRTXHEDVDGRHQSURFHVRVUHVXOWDVHUXQDSUiFWLFDHIHFWLYDDODKRUDGHRUJDQL]DU
ODIRUPDGHOOHYDUDFDERODVGLVWLQWDVWDUHDVGHODRUJDQL]DFLyQDILQGHVDWLVIDFHUORV
UHTXLVLWRVGHOFOLHQWH\RWUDVSDUWHVLQWHUHVDGDV
$O LGHQWLILFDU FDGD XQR GH ORV SURFHVRV \ DQDOL]DU VXV LQWHUUHODFLRQHV SDUD OXHJR
SODVPDUORV HQ XQ PDSD GH SURFHVRV VH SXHGH YLVXDOL]DU GH PDQHUD FODUD FyPR
LQWHUDFW~DQHQWUHVt WLHQHQODYHQWDMDGHSRGHU LGHQWLILFDU\DLVODUGLYHUVRVSUREOHPDV
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
FRPR SRU HMHPSOR FXHOORV GH ERWHOOD WLHPSRVPXHUWRV UHGXQGDQFLD H LGHQWLILFDU OD
FDVXVD\PHMRUDUOR
&RPRVHSXHGHDSUHFLDUHQODFigura 7 - Enfoque en procesos , DODL]TXLHUGDVHSXHGH
REVHUYDUHOHQIRTXHWUDGLFLRQDOFRPSDUWLPLHQWRVHVWDQFRVGRQGHODVGLVWLQWDViUHDVVROR
VHHQIRFDQHQVXSURFHVR\HQORVREMHWLYRVGHFRUWRSOD]RVLHQGRHOUHVXOWDGRODVXPD
GH FDGD XQR GH HVRV REMHWLYRV SDUWLFXODUHV $ OD GHUHFKD VH UHSUHVHQWD HO HQIRTXH
EDVDGRHQSURFHVRVODViUHDVTXHDKRUDHVWiQVLQEDUUHUDVLQWHUDFW~DQHQWUHVtORTXH
VLJQLILFD TXH ORV SURFHVRV HVWiQ FRQHFWDGRV \ WUDEDMDQGR SDUD FXPSOLU FRQ OD
VDWLVIDFFLyQGHOFOLHQWHGHVGHVXVUHTXLVLWRVKDVWDHOUHVXOWDGRGHOSURGXFWRRVHUYLFLR


Figura 7 - Enfoque en procesos (www.iso.org, 2008) 

&DUORV *HOPHWWL  UHPDUFD OD LPSRUWDQFLD GH DQDOL]DU WRGRV ORV SURFHVRV SDUD
HOLPLQDU DTXHOORV TXH QR DJUHJDQ YDORU SHUR HQWRUSHFHQ DO UHVWR GH ORV SURFHVRV \
JHQHUDQXQFRVWRSDUD ODRUJDQL]DFLyQ´Definimos como actividades que no agregan 
valor a aquellas que no son percibidas como un valor para el cliente, o que no son 
inmediatamente necesarias para el procesos que se están desarrollando en el 
momento”…” estas actividades sin valor debemos tratar de eliminarlas o en caso de no 
ser posible su eliminación, combinarlas con las que si agregan valor´HODXWRUFRQFOX\H
HVWHDUJXPHQWRDILUPDQGRTXHHOFOLHQWHSHUFLEHODFDOLGDGSHURQRHOFRQWURO\QRHVWi
GLVSXHVWRDSDJDUSRUTXHODRUJDQL]DFLyQUHDOLFHPiVFRQWUROHV
(VWDYLVLyQVREUHORVSURFHVRVHVWDOYH]PiVUHOHYDQWHHQODVLQGXVWULDVVLQHPEDUJR
KD\TXHGHVWDFDUODSUiFWLFDGHODRSWLPL]DFLyQFXDQGRVHGLVHxDXQSURFHVR\XQPDSD
GHSURFHVRV
3UREDEOHPHQWH OXHJRGHGLVHxDUFXLGDGRVDPHQWHHVRVSURFHVRV\VHDQOOHYDGRD OD
SUiFWLFD IDOOHQ HQ VX LPSOHPHQWDFLyQ \ VHJXUDPHQWH VHDQ VRPHWLGRV D FRQVWDQWHV
UHYLVLRQHV \PRGLILFDFLRQHV VREUH ODEDVHGH OD SUXHED\HO HUURU VLQ HPEDUJR HVD
SUiFWLFDHVHQHVHQFLDODPHMRUDFRQWLQXDGHORVSURFHVRV

3\PHV*OREDOHV(OSURFHVRGHWUDQVIRUPDFLyQSDJLQD
 &5,67,$1+085$12
 35,1&,3,210(-25$
“Las organizaciones con éxito tienen un enfoque continuo hacia la mejora”. (ISO, 2015a) 
/DPHMRUDFRQWLQXDSXHGHGHILQLUVHFRPRODSUiFWLFDVLVWHPiWLFDTXHEXVFDRSWLPL]DU\
KDFHU PiV HILFDFHV \ HILFLHQWHV ORV SURFHVRV TXH GHVDUUROOD XQD RUJDQL]DFLyQ
/DPHMRUD UHVXOWDVHUXQRGH ORVREMHWLYRVSULQFLSDOHVGH ORVVLVWHPDVGHJHVWLyQGH
FDOLGDGQRDOFDQ]DFRQKDFHUODVFRVDVELHQKD\TXHKDFHUODVVLHPSUHPHMRU
(QORVSULQFLSLRVGHODVWHRUtDVGHFDOLGDGHVWHFRQFHSWRVHHQFRQWUDEDHVWUHFKDPHQWH
UHODFLRQDGRFRQPHMRUDUORVFRVWRVGHSURGXFFLyQSURGXFLUPiVXQLGDGHVGHXQDFDOLGDG
GHWHUPLQDGD\DOPHQRUFRVWRSHURHQUHDOLGDGH[LVWHQPXFKRVRWURVIDFWRUHVTXHKDFHQ
D XQD RUJDQL]DFLyQ PiV FRPSHWLWLYD \ FRQVHFXHQWHPHQWH PiV H[LWRVDV
&RQWDOHVFDUDFWHUtVWLFDV¢FyPRHVSRVLEOHTXHDOJXQDVRUJDQL]DFLRQHVVHHQFXHQWUHQ
UHWLFHQWHVDDGRSWDUHVWDSUiFWLFD"<ODUHVSXHVWDUHVLGHHQODVGHFLVLRQHVTXHWRPHQ
ORVOtGHUHVGHODRUJDQL]DFLyQ
7RGD RUJDQL]DFLyQ WLHQHPXFKDV DFWLYLGDGHV \ HVDV DFWLYLGDGHV VH SXHGHQ DJUXSDU
OODPiQGRODVJHVWLyQGHSURFHVRVHOREMHWLYRHVOOHJDUDLQFRUSRUDUHOFLFORGH6FKHZKDUW
  WDPELpQFRQRFLGRFRPRFLFORGH'HPLQJR&LFOR 3ODQLILFDU±+DFHU±9HULILFDU±
$FWXDU3+9$Figura 8±&LFORGH6KHZKDUWR&LFORGH'HPLQJ3+9$. HQFDGDXQR
GHVXVSURFHVRVRDFWLYLGDGHVVLQLPSRUWDUVXFRPSOHMLGDG
/RV HVWXGLRV GH :LOOLDPV (GZDUG 'HPLQJ  ±  SURSRQHQ HO XVR GH HVWD
KHUUDPLHQWD GH GLUHFFLyQ HVWUDWpJLFD GH TXH OD FXDO KD GHPRVWUDGR VX p[LWR
DWULEX\pQGRVHFRPRXQDSRUWHIXQGDPHQWDODODUHFXSHUDFLyQHFRQyPLFDGH-DSyQWUDV
ODVHJXQGDJXHUUDPXQGLDO
/DREUDGH)D6DL]DUELWRULD	'LD]GH&HULRH[SOLFDGHPDQHUDEUHYHSHUR
FRQFLVDODVIDVHVGHOFLFORGH3+9$
x 3/$1,),&$5 ³En la fase de la planificación se ha de identificar y analizar el 
problema, descubrir las causas del problema y planificar la solución adecuada”

x +$&(5³En esta segunda fase, se ha de implementar la solución” 
x 9(5,),&$5“Se evalúan y confirman los resultados”

x $&78$5“Se toman las medidas oportunas para corregir desviaciones que se 
han detectado o para mejorar los resultados”.
)DELROD0LUDYDODPSOLDHVWDLQWHUSUHWDFLyQHQOtQHDFRQHOFRQFHSWRGH
VLVWHPDGHJHVWLyQGHFDOLGDGGHODQRUPD,62\VXJLULHQGRSUHJXQWDVTXH
ODRUJDQL]DFLyQSXHGHKDFHUVHSDUDDSOLFDUHVWDHVWUDWHJLD

2ULJLQDOPHQWH:('HPLQJQRPEURDOFRQRFLGR³&LFOR3+9$´R3'&$SRUVXVVLJODVHQLQJOHV
3ODQ±'R±&KHFN±$FWFRPR³&LFORGH6KHZKDUW´HQKRQRUDVXSUHGHFHVRU\PHQWRUHO
HVWDGtVWLFR:DOWHU$6KHZKDUW

 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
x 3/$1,),&$5 “¿Qué hacer? Y ¿Cómo Hacerlo?” ³Implica establecer los 
objetivos del sistema de gestión de calidad y de sus procesos, y definir y proveer 
de los recursos  
x +$&(5“Este paso debería ser, simplemente implementar lo que se planifico. 
El concepto fundamental es: dediquémosle el suficiente tiempo a la planificación, 
de manera que podemos confiar en ella y luego solo nos reste ejecutar lo 
planificado. Se genera una sucesión de ineficiencias cuando luego de planificar 
se ignora el plan y se toma otro camino para la consecución de los resultados”  
x 9(5,),&$5¿las cosas pasaron según lo planificado? “La verificación es la 
confirmación- mediante evidencias de que se implementó el plan establecido y 
se alcanzaron los resultados buscados. Verificar implica realizar el seguimiento 
y la medición de los procesos, los productos y los servicios resultantes, para 
confirmar si se alcanzaron los requisitos esperados y se cumplieron las políticas 
y objetivos, e informar los resultados” 
x $&78$5“Una vez realizada la verificación, con el correspondiente informe de 
resultados, el paso siguiente es tomar las decisiones en función de las 
conclusiones a las que se arribó. Es actuar como consecuencia de los resultados 
con el enfoque en la mejora continua” …” En función de los hechos se deberá 
tomar decisiones para que al iniciar nuevamente el ciclo PHVA, realizar una 
mejor planificación para ser más eficaz en la consecución de los objetivos 
buscados” 
5HVSHFWRDHVWD~OWLPDHWDSDHQFXDQGRODDXWRUDVHUHILHUHDODPHMRUDFRQWLQXD
GHEHLQWHUSUHWDUVHTXHLQFOXVRVLVHDOFDQ]DURQWRGRVORVUHVXOWDGRVSUHYLVWRVHQOD
SODQLILFDFLyQ\QRKDELHQGRHQFRQWUDGRGHVYtRVGHQLQJ~QWLSRSDUDDOFDQ]DUHVWD
PHMRUDFRQWLQXDVHGHEHDFWXDUSDUDPHMRUDUODSODQLILFDFLyQ\ORVSURFHVRV

Figura 8 – Ciclo de Shewhart o Ciclo de Deming (PHVA) 
W>E/&/Z
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
(VFRP~QDGYHUWLUTXHODVRUJDQL]DFLRQHVTXHKDQFHUWLILFDGRXQ6LVWHPDGH*HVWLyQGH
&DOLGDGWLHQHQGLILFXOWDGHVHQHVWHDVSHFWRGHELGRDTXHSUiFWLFDPHQWHREOLJDQDODV
SHUVRQDV D SURSRQHU PHMRUDV FXOSDQGR D OD LPSRVLFLyQ GH OD QRPD LQWHUQDFLRQDO H
LQFOXVRPiVJUDYHUHVXOWDTXHVHUHFLEDQODVSURSXHVWDV\QRVHWUDWDQGHODPDQHUD
GHELGD3RUHOORHVQHFHVDULRWRPDUVHHOWLHPSRGHLQWHUSUHWDUDOJXQDVSURSXHVWDV\D
TXHSXHGHQHVWDUVLJQLILFDQGRDOJRPiV\PDQLIHVWDQGRXQDRSRUWXQLGDGRGHELOLGDG
(VSRUHOORTXHWRGDRUJDQL]DFLyQTXHPDQWHQJDXQVLVWHPDGHJHVWLyQGHFDOLGDGHV
GHEH IRPHQWDU ORVHVSDFLRVSDUDTXH WRGDV ODVSHUVRQDVSXHGHQRSLQDU \SURSRQHU
PHMRUDV\VHHYDOXpPHWyGLFDPHQWHVXLQFRUSRUDFLyQWDOFRPRIRPHQWDED0LQW]EHUJ
FRQHOIOXMRGHFRPXQLFDFLyQ%RWWRP8S
1RKD\RUJDQL]DFLyQVLQSHUVRQDV\QRKD\PHMRUDVLQVXVLGHDV8QDGHODVSULQFLSDOHV
YHQWDMDV DGRSWDU \ IRPHQWDU HVWD SUiFWLFD HV TXH IRUWDOHFH ODV UHODFLRQHV HQWUH ODV
SHUVRQDVTXHLQWHUDFW~DQHQWRGRVORVSURFHVRVFRPSDUWLHQGRLGHDV(QWRGR6LVWHPD
GH*HVWLyQGH&DOLGDGHVQHFHVDULRIRPHQWDUORVHVSDFLRVSDUDTXHWRGDVODVSHUVRQDV
SXHGHQRSLQDU\SURSRQHUFDPELRVSDUDPHMRUDUFXDOTXLHUSURFHVRQRVRORHQHOTXH
VHHQFXHQWUDLQYROXFUDGRWDPELpQSXHGHQGHWHFWDUPHMRUDVHQSURFHVRVGHHQWUDGDR
DODVDOLGD
/DV LGHDV GH ODV SHUVRQDV UHVXOWDQ XQD IXHQWH LQYDOXDEOH GH LQIRUPDFLyQ SDUD WRGR
FDPELRTXHSURFXUHXQDPHMRUDQDGLHVDEHPHMRUFRPRRSWLPL]DUXQSURFHVRTXHOD
SHUVRQD TXH SDUWLFLSD GH PDQHUD GLUHFWD R LQGLUHFWD 6REUH HVWH DVSHFWR .$258
,6+,.$:$DILUPD: “Las ideas de control y mejora a menudo se confunden una 
con otra. Esto se debe a que el control de calidad y mejora de la calidad son 
inseparables´
(OFLUFXORGH'HPLQJRFLFOR3+9$3ODQLILFDU+DFHU9HULILFDU$FWXDUHVHOPpWRGRSRU
H[FHOHQFLDSDUDJDUDQWL]DU ODPHMRUDFRQWLQXD \TXHHVSRVLEOHDSOLFDUORD FXDOTXLHU
SURFHVRSURGXFWRRVHUYLFLR3HURHVQHFHVDULRPHQFLRQDUTXHH[LVWHQRWUDVOtQHDVGH
SHQVDPLHQWRRPpWRGRVUHODFLRQDGRVDODPHMRUDFRQWLQXDHQWUHORVPiVGHVWDFDGRV
VHHQFXHQWUDQ
6L[6LJPDPHWRGRORJtD LGHDGDHQ ODGpFDGDGHOSRUHO LQJHQLHURGH ODHPSUHVD
0RWRUROD %LOO 6PLWK  EXVFD PLQLPL]DU ORV GHIHFWRV HQ ORV SURGXFWRV \
VHUYLFLRV UHODFLRQDGRVDpO \ ORGHILQHFRPRHO FLFOR'0$,& 'HILQLU0HGLU$QDOL]DU
0HMRUDU\&RQWURODU'HHVWDPHWRGRORJtDVHGHVSUHQGHQWDPELpQORVFLFORV'0$'29
'HILQLU0HGLU $QDOL]DU 'LVHxDU 2SWLPL]DU \ 9HULILFDU \ 3'&$6'9$  3ODQLILFDU
(MHFXWDU9HULILFDU\$FWXDU(VWDQGDUL]DU(MHFXWDU9HULILFDU\$FWXDU
“Entre los numerosos beneficios que se le atribuyen a Seis Sigma destaca el aumento 
de la rentabilidad, proveniente principalmente de la mejora de la calidad que incrementa 
la satisfacción de los clientes y de la mayor eficiencia operativa, con la consecuente 
reducción efectiva de costes. Otras ventajas son que permite reducir defectos, 
estandarizar métodos de trabajo, reducir el tiempo de comercialización de productos y 
servicios y comparar procesos y sistemas similares dentro de una empresa e incluso 
entre empresas diferentes, porque establece un sistema de medición común” &DPLVyQ
&UX]	*RQ]iOH]SiJ
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
0pWRGRGHORV3RUTXH(VWDWpFQLFDIXHGHVDUUROODGDSRU6DNLFKL7R\RGDSDUDOD
LQGXVWULD 7R\RWD &XDQGR VH EXVFD UHVROYHU XQ SUREOHPD HV ~WLO FRPHQ]DU FRQ HO
UHVXOWDGRILQDO\UHIOH[LRQDUVREUHVXFDXVDUHVSRQGLHQGRYHFHVDODSUHJXQWD¢3RU
TXp"  (VWH HV XQ HQIRTXH HOHPHQWDO \ HIHFWLYR SDUD OD UHVROXFLyQ GH SUREOHPDV
SURPXHYHHOSHQVDPLHQWRSURIXQGRD WUDYpVGHOFXHVWLRQDPLHQWR\SXHGHDGDSWDUVH
UiSLGDPHQWH\VHDSOLFDDODPD\RUtDGHORVSUREOHPDV
0HWRGR.DL]HQ(Q,PDLODQ]DVXVLVWHPD.DL]HQGHILQLGRFRPRXQ
SURFHVRGHPHMRUDLQFUHPHQWDOFRQWLQXRVLVWHPiWLFR\RUGHQDGRTXHXVDHLQWHJUDOR
PHMRUGHWRGRVORVFRQFHSWRV\PpWRGRVH[LVWHQWHVGHVGHHOFLFOR3'&$DO-,7SDVDQGR
SRUORVFtUFXORVGHFDOLGDG(VWHHQIRTXHGHPHMRUDFRQWLQXDWLHQHXQJUDQLPSDFWRHQ
ODHPSUHVDMDSRQHVDDOEULQGDUXQHVTXHPDRUGHQDGRSDUDOD*HVWLyQGHOD&DOLGDG
'HEHGHVWDFDUVHVXpQIDVLVHQODPHMRUDFRQWLQXDFRKHUHQWHFRQODWUDGLFLyQMDSRQHVD
ELHQUHIOHMDGDHQODPi[LPD©KiJDORXQSRFRPHMRUFDGDGtDª
3RND\RNH(VWHPpWRGRIXHFRQFHELGR6KLQJHR6KLQJRDOYHUVHIUXVWUDGR
SRUQRSRGHUFHURGHIHFWRVHQ ORVSURFHVRV(O WHUPLQRSURYLHQHGHO LGLRPD MDSRQpV
VLJQLILFDQGR3RNDFRPRXQHUURUTXHQR IXHFRPHWLGR LQWHQFLRQDOPHQWH\<RNHTXH
TXLHUHGHFLUHYLWDUHVGHFLUHYLWDUHUURUHVLQYROXQWDULRV
(OVLVWHPDFRQVLVWtDHQGLVHxDUORVSURFHVRVSDUDTXHIXHUDQDSUXHEDGHHUURUHVFRPR
SRUHMHPSORODLPSRVLELOLGDGGHFRQHFWDUGRVSLH]DVGHPDQHUDLQFRUUHFWDRODXWLOL]DFLyQ
GHXQFyGLJRGHFRORUHVSDUDHOPRQWDMHGHXQSURGXFWR

/HDQ0DQXIDFWXULQJ(VWDPHWRGRORJtDIXHGLVHxDGDSRUHOLQJHQLHURLQGXVWULDOMDSRQpV
7DLLFKL2KQR\ORTXHEXVFDHVUHGXFLUORVGHVSHUGLFLRVGHODSURGXFFLyQ
ODVREUHSURGXFFLyQHOWLHPSRGHHVSHUDGHORVSURFHVRVHOPRYLPLHQWRGHLQYHQWDULRV
HOH[FHVRGHLQYHQWDULRVORVPRYLPLHQWRVQHFHVDULRV\ORVGHIHFWRV

 35,1&,3,2 1 720$ '( '(&,6,21(6 %$6$'$ (1
(9,'(1&,$
“Las decisiones basadas en el análisis y la evaluación de datos e información tienen 
mayor probabilidad de producir los resultados deseados”. (ISO, 2015a) 
/D FLWDGD QRUPD FRQWLQ~D GHILQLHQGR HO SURFHVR GH WRPD GH GHFLVLRQHV FRPR “Un
proceso complejo, y siempre implica cierta incertidumbre. Con frecuencia implica 
múltiples tipos y fuentes de entradas, sí como su interpretación que puede ser subjetiva. 
El análisis de los hechos, las evidencias y los datos conduce a una mayor objetividad y 
confianza en la toma de decisiones”. 
(O IXQGDPHQWR GH HVWH SULQFLSLR UDGLFD HQ TXH QR SXHGHQ WRPDUVH GHFLVLRQHV VLQ
LQIRUPDFLyQFRPSOHWDFRQILDEOH\SUHFLVD$ OR ODUJRGH ODQRUPD,62VH

2OLYHU6HUUDW7KHILYHZK\VWHFKQLTXH$GERUJ
&DPLVyQ&UX]	*RQ]iOH]
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GHVDUUROOD HVWD SUiFWLFD FXDQGR VHPHQFLRQD OD LPSRUWDQFLD GH OD WUD]DELOLGDG GH OD
LQIRUPDFLyQTXHUHVXOWDVHUXQUHTXLVLWRSDUDFXPSOLU
(ODQiOLVLVGHFDXVD\HIHFWRGLDJUDPDGH,VKLNDZDHVXQDKHUUDPLHQWDTXHSXHGHQ
DGRSWDU ODV RUJDQL]DFLRQHV SDUD DVHJXUDU OD FDOLGDGGH OD LQIRUPDFLyQ TXH VHXWLOL]D
FRPRIXHQWHVGHHQWUDGDSDUDORVSURFHVRV
(Q FXDQWR D OD WRPD GH GHFLVLRQHV EDVDGD HQ HO DPELHQWH H[WHUQR H LQWHUQR GH ODV
RUJDQL]DFLRQHVVHSXHGHXWLOL]DUVHODVKHUUDPLHQWDV
$1$/,6,63(67
(VWDKHUUDPLHQWDVHXWLOL]DSDUDDQDOL]DUIDFWRUHVPDFURHFRQyPLFRVTXHSXHGHQDIHFWDU
HO GHVDUUROOR GH ORV SURFHVRV GH OD RUJDQL]DFLyQ \D VHD SRU RSRUWXQLGDGHV R SRU
DPHQD]DV

Figura 9 – Herramienta PEST para el análisis de contexto 

(VWH DQiOLVLV PDFURHFRQyPLFR VH UHODFLRQD FRQ HO PLFUR HFRQyPLFR )2'$ SDUD
LGHQWLILFDURSRUWXQLGDGHV\DPHQD]DVH[LVWHQWHVHQHOPHUFDGR
6RQWRGRVDTXHOORVDFWRUHVTXHWLHQHQTXHYHUFRQODRUJDQL]DFLyQFRQTXLHQVHYLQFXOD
FOLHQWHVSURYHHGRUHVVLQGLFDWRV3XHGHDIHFWDURYHUVHDIHFWDGRSRUXQDGHFLVLyQR
DFWLYLGDGGHODRUJDQL]DFLyQ

$1$/,6,6'(5,(6*26<2325781,'$'(6
(OULHVJRHVHOHIHFWRGH OD LQFHUWLGXPEUHSRU ORJHQHUDOVH ORDVRFLDFRPRXQIDFWRU
QHJDWLYR SHUR VHGHEH FRQVLGHUDU TXHH[LVWHHO ULHVJRSRVLWLYR HVWRHVD OR TXHVH
FRQRFH FRPRRSRUWXQLGDGHV'HEHQ UHVSRQGHUVH D ODV FXHVWLRQHV WDOHV FRPR¢4Xp
IDFWRUHV GHO HQWRUQR DIHFWDQ D OD RUJDQL]DFLyQ" ¢&XiOHV VRQ ORV PiV LPSRUWDQWHV
DFWXDOPHQWH\HQORVSUy[LPRVDxRV"

 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
$1$/,6,6'(/$6)8(5=$6'(3257(5
(OPRGHORHVWUDWpJLFRFRQFHELGRSRU0LFKDHO3RUWHUHQ\FRQVLVWHHQLGHQWLILFDU
ODVIXHU]DVTXHLQFLGHQVREUHODRUJDQL]DFLyQFRPRDPHQD]DVHQHOPHUFDGR

Figura 10- Las 5 fuerzas de M. Porter (1979). The structure within industries and 
companies’ performance. pag. 214- 227. 

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“Para el éxito sostenido, las organizaciones gestionan sus relaciones con las partes 
interesadas pertinentes, tales como los proveedores”. (ISO, 2015a) 
(VWH FRQFHSWR HVWi UHODFLRQDGR DO HQIRTXH JDQDUJDQDU R PpWRGR +DUYDUG GH ODV
QHJRFLDFLRQHV IXHGHVDUUROODGRSRU+DUYDUG/DZ6FKRRO\GHILQH ORVFDVRVGRQGHHO
DFXHUGRHQWUHODVSDUWHVQRSXHGHVHUGHPD\RUEHQHILFLRSDUDQLQJXQDGHHOODV
(VWHSULQFLSLRVRVWLHQHTXHSDUDDOFDQ]DU ODH[FHOHQFLD ODVRUJDQL]DFLRQHVJHVWLRQHQ
VXVUHODFLRQHVFRQODVSDUWHVLQWHUHVDGDV\DVHDQFOLHQWHVSURYHHGRUHVDFFLRQLVWDV
HPSOHDGRVRODVRFLHGDGHQJHQHUDOHQWUHRWURV
(VWDVSDUWHVLQWHUHVDGDVWLHQHQLQIOXHQFLDVREUHFRPRODRUJDQL]DFLyQVHGHVHPSDxD\
SRUHVRHVLPSRUWDQWHLQFRUSRUDUHQORVSURFHGLPLHQWRVHVWDUHODFLyQ
3DUDHOOR UHVXOWDGHYLWDO LPSRUWDQFLD LGHQWLILFDUHVWDVSDUWHV LQWHUHVDGDVDYHFHVHV
PX\VHQFLOOR VREUH WRGRHQHPSUHVDVSHTXHxDV SHURHQ FLHUWRV FDVRV WDQWR SRUHO
WDPDxR FRPR SRU VX DFWLYLGDG SXHGH UHVXOWDU GLILFXOWRVD VX LGHQWLILFDFLyQ
(VLPSRVLEOHJHQHUDOL]DUODJHVWLyQGHODVUHODFLRQHVODRUJDQL]DFLyQWLHQHTXHSULRUL]DU
HVWDV UHODFLRQHV VHJ~Q OD LQIOXHQFLD VREUH VXV DFWLYLGDGHV $ PRGR GH HMHPSOR HV
SRVLEOH TXH XQD RUJDQL]DFLyQ JXEHUQDPHQWDO SULRULFH OD FRPXQLFDFLyQ FRQ ORV
FLXGDGDQRV
8QD YH] LGHQWLILFDGDV HO LGHQWLILFDGR HO LPSDFWR \ SULRUL]DQGR ODV UHODFLRQHV HV
QHFHVDULRDUWLFXODUORVPHGLRVQHFHVDULRVSDUDSURSRUFLRQDUOHVUHWURDOLPHQWDFLyQVREUH
HOGHVHPSHxRGHODRUJDQL]DFLyQ
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
&$3,78/2,,,±25Ë*(1<'(6$552//2'(
/266,67(0$6'(*(67,Ï1'(&$/,'$'

 25Ë*(1 < '(6$552//2 '( /26 6,67(0$6 '(
*(67,Ï1'(&$/,'$'(1(/081'2
$FRPLHQ]RVGHOVLJOR;;HOLQJHQLHURLQGXVWULDOHVWDGRXQLGHQVH)UHGHULFN:7D\ORU
 SXEOLFy XQ HVWXGLR TXH FRQVLVWtD HQ SURSRQHU XQ HQIRTXH FLHQWtILFR DO
GHVDUUROOR GH ODV DFWLYLGDGHV GHQWUR GH ODV HPSUHVDV DO FXDO GHQRPLQR GHQRPLQy
$GPLQLVWUDFLyQ FLHQWtILFD 7D\ORU SXGR GHPRVWUDU TXH SDUD DOFDQ]DU OD SURGXFWLYLGDG
Pi[LPDGHEtDQLGHQWLILFDUVHDTXHOODVWDUHDVTXHUHWUDVDEDQHOWUDEDMR\UHRUJDQL]DUODV
)XHDVtFRPR ODHYROXFLyQGH OD LQJHQLHUtD LQGXVWULDODSOLFDGDD ODVHPSUHVDV OOHYRD
HVWDEOHFHUHVWiQGDUHVGHSURGXFFLyQLQWURGXFLHQGRWpFQLFDVTXHSHUPLWLHUDQPHGLUORV
UHVXOWDGRV
3RVWHULRUPHQWHHQ+HQU\)RUGLQVWDXUyHOPpWRGRGHSURGXFFLyQSRU
OtQHDGHPRQWDMH HQ VX IiEULFD GHDXWRPyYLOHV(VWHPpWRGR UHVXOWRHQ LPSRUWDQWHV
LQFUHPHQWRVHQODSURGXFFLyQODSURGXFFLyQDODYH]TXHVHUHGXFtDQFRVWRV\PHMRUDED
ODUHWULEXFLyQDORVHPSOHDGRVUHYROXFLRQDQGRODLQGXVWULDDXWRPRYLOtVWLFD6LQHPEDUJR
HVWD SURGXFFLyQ HQ PDVD WUDMR DSDUHMDGRV SUREOHPDV GH FRQWURO GH FDOLGDG (Q OD
PHGLGDTXHHVWHPpWRGRGHSURGXFFLyQHOFXDOVHFRQRFLyWDPELpQFRPR³)RUGLVPR´
IXH UHSOLFDGR HQPXFKDV RWUDV HPSUHVDV LQGXVWULDOHV ODPDJQLWXG GH OD SURGXFFLyQ
FUHFLyH[SRQHQFLDOPHQWHUHVXOWDQGRHQTXHIXHUDSUiFWLFDPHQWHLPSRVLEOHHQWpUPLQRV
GHFRVWRVUHDOL]DUXQFRQWUROGHFDOLGDGVREUHHOWRWDOGHODVXQLGDGHVSURGXFLGD
(QHO)tVLFRLQJHQLHUR\HVWDGtVWLFR:DOWHU$6KHZKDUWSURSXVRXQD
VHULHGHKHUUDPLHQWDVPDWHPiWLFDV\HVWDGtVWLFDVSDUDUHDOL]DUHOFRQWUROGHFDOLGDGGH
ODVSURGXFFLRQHVHQJUDQGHVYRO~PHQHV(QEDVHVXPpWRGRVHSXGRORJUDUQLYHOHVGH
FRQILDELOLGDGUD]RQDEOHVVLQGLVSDUDUORVFRVWRVGHSURGXFFLyQ\DVHJXUDUXQHVWiQGDU
GHFDOLGDGHQORVSURGXFWRVIDEULFDGRV
/DVHJXQGDJXHUUDPXQGLDOLPSXOVRXQDIXHUWHSUHVLyQHQWpUPLQRVGH
DVHJXUDPLHQWR GH OD FDOLGDG HQ ORV SURGXFWRV \ OD UHGXFFLyQ HQ ORV WLHPSRV GH
SURGXFFLyQ/DFDOLGDGIXHJDQDQGRLPSRUWDQFLDSDUDODVHPSUHVDV\UHTXHUtDGHXQD
LPSOHPHQWDFLyQPHWyGLFDSDUDVXIXQFLRQDPLHQWRSRUORFXDOVHFRPHQ]yDFRQVWLWXLU
ODVEDVHVSDUDORTXHVHFRQRFHUiFRPRVLVWHPDVGHJHVWLyQGHODFDOLGDG
7HUPLQDGDODVHJXQGDJXHUUDPXQGLDO-DSyQTXLHQUHVXOWDUDGHYDVWDGRSRUODJXHUUD
SUHVFULELyTXHHUDQHFHVDULRUHYLWDOL]DUODHFRQRPtDSDUDPHMRUDUODFDOLGDGGHYLGDGH
VXVKDELWDQWHV&RPRSULPHUDPHGLGDHOSDtVFRQYRFyDOHVWDGtVWLFRHVWDGRXQLGHQVH
:LOOLDP(GZDUGV'HPLQJTXLHQEDVDGRHQORVDSRUWHVGH:$6KHZKDUW

/RV3ULQFLSLRVGHOD$GPLQLVWUDFLyQ&LHQWtILFD)UHGHULFN:7D\ORU
6WDWLVWLFDOPHWKRGIURPWKHYLHZSRLQWRITXDOLW\FRQWURO:DOWHU$6KHZKDUWHGLWDGRSRU:$
'HPLQJ
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VXPHQWRUWUDVPLWLyHOFRQFHSWRGHODPHMRUDFRQWLQXDDWUDYpVGHSULQFLSLRVHQTXH
VHVXVWHQWDEDQORVGHQRPLQDGRVFtUFXORVGHFDOLGDGRFLFORV3+9$
&RPRFRQVHFXHQFLDGHORVDSRUWHVGH'HPLQJ-DSyQFRPHQ]yDLPSOHPHQWDUWpFQLFDV
GHJHVWLyQGHFDOLGDGPiVVRILVWLFDGDV\FRQWHPSRUiQHDV
6XLPSOHPHQWDFLyQUHVXOWRHQXQp[LWRVLQSUHFHGHQWHVTXHSRVLFLRQDEDDODVHPSUHVDV
MDSRQHVDVFRPRXQFRPSHWLGRUHVWUDWpJLFRDQLYHOPXQGLDO7DOHVDVtTXHDWUDYpV
GHXQDUHVROXFLyQOD8QLyQGH&LHQWtILFRVHLQJHQLHURVMDSRQHVHV-86(VHLQVWLWX\yHO
3UHPLR'HPLQJ
³El premio fue ideado a raíz de la cesión por Deming a la JUSE de los derechos 
generados por la grabación de los materiales que empleó en su curso “Eight-Day Course 
on Quality Control”, impartido en Tokio en 1950, con el título “Dr. Deming’s Lectures on 
Statistical Control of Quality”; así como para reconocer su apoyo a la promoción y al 
desarrollo del control de calidad en este país. &DPLVyQ&UX]	*RQ]iOH]S
(O FUHFLPLHQWR GH ODV LQGXVWULDV HQ -DSyQ WUDMR DSDUHMDGD OD SUHRFXSDFLyQ GH ODV
HPSUHVDV SRU UHGXFLU ORV FRVWRV GH PDQWHQHU HO LQYHQWDULR HV SRU HVR TXH VH
FRPHQ]DURQDGHVDUUROODUPpWRGRVUHODFLRQDGRVFRQHODOPDFHQDPLHQWR(O LQJHQLHUR
PHFiQLFR MDSRQpV7DLLFKL2KRQR±GHVDUUROORHOPpWRGR-XVWRD WLHPSR
-,7 VLVWHPD TXH FRQVLVWtD HQ GLVHxDU HO SURFHVR SDUD TXH ODV PDWHULDV SULPDV \
SURGXFWRVLQWHUPHGLRVTXHVHUHTXLHUHQHQODOtQHDGHPRQWDMHHVWpQGLVSRQLEOHVMXVWR
HQHOPRPHQWR\HQODFDQWLGDGTXHVHQHFHVLWHQODLGHDHVTXHODHPSUHVDTXHDGRSWD
HVWHSURFHGLPLHQWRORJUHWHQHUXQLQYHQWDULRWHQGLHQWHDFHUR
3DUD HVH HQWRQFHV -DSyQ VH FRQYLUWLy HQ XQ YHUGDGHUR UHIHUHQWH D QLYHOPXQGLDO HO
FXiQGRDVLVWHPDGHJHVWLyQGHFDOLGDGKDFLHQGRpQIDVLVHQHOFRQWUROGHODVIDOODV\
TXHODVHPSUHVDVDSOLFDEDQHVWDEOHFLHQGRSROtWLFDV\SUiFWLFDVTXHEXVFDEDQ
$OUHVSHFWRGHHVWD³FRPSHWHQFLD´HQWUHODVHPSUHVDVHVWDGRXQLGHQVH\ODVHPSUHVDV
MDSRQHVDV &DPLVyQ &UX] 	 *RQ]iOH]  S UHPDUFDQ GLIHUHQFLDV
FRQFHSWXDOHV HQWUH ORV DXWRUHV PHQFLRQDGRV \ OD DFHSWDFLyQ GH ODV HPSUHVDV
-DSRQHVDV “cabe destacar que mientras que Juran percibía límites económicos a la 
inversión en mejora de la calidad del diseño, al repercutir en el aumento tanto de los 
costes de producción como de la satisfacción del cliente, los ingenieros japoneses creen 
que mejorar el diseño del producto siempre será rentable, coincidiendo con la doctrina 
de Crosby. En la empresa occidental, la calidad era un objetivo secundario respecto de 
sus costes; en cambio, las empresas japonesas abordaban la cuestión desde otro 
prisma, interrogándose sobre el modo de alcanzar una calidad elevada sin que los 
costes se desbordasen, descubriendo entonces que muchas veces mejorar la calidad 
reducía los costes. Sin obsesionarse en la reducción de costes sino en la satisfacción 
del cliente, se conseguían frecuentemente ambos frutos”.
(Q (XURSD 3DtVHV FRPR ,QJODWHUUD ,UODQGD )LQODQGLD ,WDOLD \ )UDQFLD WDPELpQ
FRPHQ]DURQDUHSOLFDUHVWRVPRGHORVGHJHVWLyQGHFDOLGDGHQEDVHDODH[FHOHQFLD$
PRGRGHHMHPSORHQ)UDQFLDGHVGHHODxRODDVRFLDFLyQIUDQFHVDSDUDHOFRQWURO

(O'HPLQJ3UL]HWLHQHWUHVFDWHJRUtDV7KH'HPLQJ3UL]H
IRU,QGLYLGXDOV7KH'HPLQJ$SSOLFDWLRQ3UL]H\7KH4XDOLW\&RQWURO$ZDUGIRU2SHUDWLRQV%XVLQHVV
8QLWV&DPLVyQ&UX]	*RQ]iOH]
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
,QGXVWULDORWRUJDXQSUHPLRDODVHPSUHVDVSRUVXVEXHQDVJHVWLRQHVGHFDOLGDGDVROR
GRVHPSUHVDVSRUDxRXQSUHPLRGHVWLQDGRDHPSUHVDVFRQPiVGHHPSOHDGRV\
RWUDDHPSUHVDVFRQPHQRVGHHPSOHDGRV
(Q UHVSXHVWDD ODFRPSHWHQFLDHQWUH OD LQGXVWULD(VWDGRXQLGHQVH\ MDSRQHVDHODxR
 (VWDGRV8QLGRV LQVWLWX\R SRU OH\ HO 3UHPLR DQXDO D OD FDOLGDG GH ORV (VWDGRV
8QLGRVGH1RUWH$PpULFDSURPRYLHQGRHVWRVFRQFHSWRVIXQGDPHQWDOHV
x /DLPSRUWDQFLDGHODFDOLGDGSDUDHOp[LWRGHODVHPSUHVDV
x /DQHFHVLGDGGHFRQVLGHUDUODFDOLGDGVREUHWRGRHQORVDVSHFWRVGHODGLUHFFLyQ
x 9DFtRHQHOiUHDGHODFDOLGDGSRUSDUWHGHOSHUVRQDOGHOPDQDJPHQW

(Q0p[LFRVHLQVWLWX\yXQSUHPLRVLPLODUTXHVHLQVWUXPHQWyDWUDYpVGHOD)XQGDFLyQ
0H[LFDQD SDUD OD &DOLGDG 7RWDO (O PLVPR FDPLQR KDQ VHJXLGR &RORPELD %UDVLO
(FXDGRU8UXJXD\\&KLOHFUHDQGRHO3UHPLR1DFLRQDOGHOD&DOLGDG)XQGDFLyQ3UHPLR
1DFLRQDODOD&DOLGDG.
$ SDUWLU GH HQWRQFHV ODV QRUPDV LQWHUQDFLRQHV EDVDGDV HQ HO FRQVHQVR HQWUH
HVSHFLDOLVWDVGHWRGDVODVQDFLRQHVKDQLQVWDODGRORVHVWiQGDUHVSDUDODLPSOHPHQWDFLyQ
GHORVVLVWHPDVGHJHVWLyQGHFDOLGDG\IXHHYROXFLRQDGRGHVGHXQGHSDUWDPHQWRGHQWUR
GHORUJDQLJUDPDGHXQDHPSUHVDKDVWDXQYHUGDGHURHLQWHJUDOHVWLORGHJHVWLyQTXHHV
WUDQVYHUVDODWRGDODRUJDQL]DFLyQ

 25,*(1<'(6$552//2'(/266,67(0$6'(*(67,Ï1
'(/$&$/,'$'(1$5*(17,1$
3UREDEOHPHQWH XQR GH ORV DQWHFHGHQWHV PiV LPSRUWDQWHV HQ DUJHQWLQD VREUH XQD
DSUR[LPDFLyQDODJHVWLyQGHODFDOLGDGHVHO3UHPLR1DFLRQDODODFDOLGDG
(QODSROtWLFDGHOLEHUDOL]DFLyQFRPHUFLDOIXHXQDXQRGHORVSLODUHVGHOGHQRPLQDGR
SODQGHHVWDELOL]DFLyQHFRQyPLFDHOTXHDFHOHUyXQFDPELRHQHOSUR\HFWRGHLQVHUFLyQ
GHODHFRQRPtDDUJHQWLQDHQHOFRPHUFLRLQWHUQDFLRQDO
(QFRQFRUGDQFLDFRQORVREMHWLYRVSURSXHVWRVSRUHVWHSODQHOGHDJRVWRGHVH
VDQFLRQD SRU /H\ HO 3UHPLR 1DFLRQDO D OD &DOLGDG TXH WLHQH SRU REMHWR OD
SURPRFLyQGHVDUUROOR\GLIXVLyQGHORVSURFHVRV\VLVWHPDVGHVWLQDGRVDOPHMRUDPLHQWR
FRQWLQXRGHODFDOLGDGHQORVSURGXFWRV\HQORVVHUYLFLRVTXHVHRULJLQDQHQHOVHFWRU
HPSUHVDULRDILQGHDSR\DUODPRGHUQL]DFLyQ\FRPSHWLWLYLGDGGHHVDVRUJDQL]DFLRQHV
(VWH JDODUGyQHVHQWUHJDGR SRU OD)XQGDFLyQ3UHPLR1DFLRQDO D OD&DOLGDG \ HV GH
FDUiFWHUVLPEyOLFR\QRHFRQyPLFR&RQVLVWHHQODHQWUHJDGHXQGLSORPD\WURIHRSDUD
FDGDXQDGHODVFDWHJRUtDVDODVTXHSXHGHQDVSLUDURUJDQL]DFLRQHVFRQRVLQILQHVGH

-XUDQ0DQXDOGH&RQWUROGHFDOLGDGHG9ROXPHQ,,S&-XUDQ0DQXDOGH
&RQWUROGHFDOLGDGHG
$YHGLVVLiQ&DVWLOOR&KDQLQ)HUUDUL	*RQ]iOH](VFXGHURS
/H\\'HFUHWR
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OXFUR GHO VHFWRU SULYDGR R GHO VHFWRU S~EOLFR /RV DVSHFWRV TXH VH HYDO~DQ VRQ HO
OLGHUD]JRHOVLVWHPDGHJHVWLyQGHFDOLGDG\HOUHVXOWDGRGHODFRPELQDFLyQGHDPERV
HQUHODFLyQFRQORVREMHWLYRVGHVHDGRVSRUWRGDVODViUHDVLQYROXFUDGDVHQODRSHUDFLyQ
GHODRUJDQL]DFLyQ
3RVWHULRUPHQWHHQVHFUHD,QVWLWXWRGH5DFLRQDOL]DFLyQ$UJHQWLQRGH0DWHULDOHV
TXHSRVWHULRUPHQWHVHUi,5$0SRUGLYHUVRVVHFWRUHVGHODHFRQRPtDGHOJRELHUQR\GH
LQVWLWXFLRQHV FLHQWtILFDV \ WpFQLFDVSDUD UHVROYHU HVWD QHFHVLGDG LQVWLWXFLRQDO YLWDO XQ
SDtVHQSOHQRGHVDUUROOR
$VtHVFRPRODVHPSUHVDVDUJHQWLQDVFRPLHQ]DQDFHUWLILFDUODQRUPDLQWHUQDFLRQDOPiV
XWLOL]DGDHQHOPXQGROD,62'HVDUUROODGDSRUFRQVHQVRHQWUHGLYHUVDVQDFLRQHV
ODSULPHUDYHUVLyQGHHVWDQRUPDVHSXEOLFDHQHODxR\VHFDUDFWHUL]DSRUDGRSWDU
HQ HVHQFLD XQD QRUPD QDFLRQDO EULWiQLFD (O REMHWLYR SULQFLSDO GH HVWD ~OWLPD HUD
HVWDEOHFHU XQ HVWiQGDU GH FDOLGDG GH ORV SURYHHGRUHV GH HTXLSDPLHQWR PLOLWDU TXH
LQVWUXtD D WUDYpV XQD VHULH GH UHTXLVLWRV $ GRFXPHQWDU ORV SURFHGLPLHQWRV VREUH OD
PDQXIDFWXUDGHHVWRVHTXLSRVLQFOX\HQGRWDPELpQPXQLFLRQHV\FDUJDVH[SORVLYDVD
ILQGHSRGHUVHUFRQWURODGRVSRUHOJRELHUQREULWiQLFR
6LQ GDWRV RILFLDOHV DFWXDOHV VREUH ORV FHUWLILFDGRV HPLWLGRV GHVGH OD SiJLQD ZHE
LQWHUQDFLRQDO GH ,62 VHSXHGHQ FRQVXOWDU ORV GDWRVKLVWyULFRV VREUH ORV FHUWLILFDGRV
HPLWLGRVSRUHVWDHQWLGDGFigura 11 – Certificados ISO 9001 emitidos en Argentina 
(fuente: The ISO Survey of ISO 9000,LVRRUJ.

Figura 11 – Certificados ISO 9001 emitidos en Argentina (fuente: The ISO Survey of ISO 
9000, iso.org, 2019) 
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 ([WUDtGR GH OD SiJLQD ZHE LQVWLWXFLRQDO GH OD )XQGDFLyQ 3UHPLR 1DFLRQDO D OD &DOLGDG
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$ FRQWLQXDFLyQ VH H[SRQH XQ FODUR UHVXPHQ TXH FRPSLOD OD KLVWRULD GH OD FDOLGDG
DGDSWDGRGHODREUD³3UDFWLFDGHODFDOLGDGSDUDODJHVWLyQGHODH[FHOHQFLD´$YHGLVVLiQ
&DVWLOOR&KDQLQ)HUUDUL	*RQ]iOH](VFXGHUR3iJLQDV\
(32&$ 7(&12/2*,$'(
352'8&&,21
3(16$0,(172
(1
$'0,1,675$&,21
(92/8&,21'(/$
³&$/,'$'
$QWHVGH
OD
5HYROXFLyQ
LQGXVWULDO
$UWHVDQDO  'HVWUH]DGHORV
DUWHVDQRVWUDVPLWLGD
DORVDSUHQGLFHV
)LQHVGHO
VLJOR;9,,,
5HYROXFLyQLQGXVWULDO
(PSOHRGHPiTXLQDVTXH
VXVWLWX\HQODIXHU]DGH
VHUHVYLYRV
3UHYLRDOD
DSDULFLyQGHOD
$GPLQLVWUDFLyQ
FRQFHSWRVGH
HFRQRPLVWDV
'LILFXOWDGHVSDUD
FRQWURODUODFDOLGDG
HQSURGXFFLRQHV
PDVLYDV
)LQHGHO
VLJOR;,;\
SULQFLSLRV
GHOVLJOR
;;
3URGXFFLyQHQVHULH\
HFRQRPtDVGHHVFDOD
³$GPLQLVWUDFLyQ
FLHQWtILFDGH)
7D\ORU´
7UDEDMDGRUIXQFLRQDO
DSDUWLUGHO6KRS
0DQDJHPHQW
$xRV\

/tQHDGHPRQWDMH ³)RUGLVPR´SRU
+HQU\)RUG
LQYHQWRUGHODOtQHD
GHPRQWDMH
&RQWUROGHODFDOLGDG
SRUHOXVRGH
PpWRGRVHVWDGtVWLFRV
$xRV\

&RRUGLQDFLyQSURGXFWLYD
DWUDYpVGHOD
LQYHVWLJDFLyQRSHUDWLYD
$SOLFDFLyQGH
WpFQLFDV
FXDQWLWDWLYDVSDUDOD
W G G L L

$xRV $XPHQWDUHOFRPSURPLVR
GHOSHUVRQDOFRQOD
FDOLGDG
&tUFXORVGHFDOLGDG
&HURGHIHFWRV
&RQWURODUHOSURFHVR
FRPRIRUPDGH
FRQWURODUHOSURGXFWR
$xRV 0HMRUDUSURFHVRVSDUD
HYLWDUFRVWRVGH
SURGXFFLyQGHIHFWXRVRV
HLQYHQWDULRVDEXOWDGRV
*HVWLyQGHOD
&DOLGDG7RWDO
-XVW,Q7LPH

2UJDQL]DUORV
SURFHVRVWHQGLHQWHV
PLQLPL]DUORVFRVWRV
GHSURGXFFLyQ
$xRV &RPSURPLVRHQWUH
GLIHUHQFLDFLyQ
HVSHFLDOL]DFLyQFRVWRV\
FDOLGDG
0RGHORVGHJHVWLyQ
EDVDGRVHQOD
FDOLGDG\OD
H[FHOHQFLD
1RUPDVGH&DOLGDG
SUHPLRVDODFDOLGDG
$xRV /RFDOL]DFLRQHVGH
SURGXFFLyQHQXQHQWRUQR
JOREDO
&RPSHWLWLYLGDGHQ
PHUFDGRV
PXQGLDOHV
5HODFLyQHQWUH
FDOLGDGH[FHOHQFLD\
FRPSHWLWLYLGDG
&XLGDGRGHOPHGLR
DPELHQWH

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/DFHUWLILFDFLyQHVHO~OWLPRSDVRGH OD LPSOHPHQWDFLyQGHXQVLVWHPDGHJHVWLyQGH
FDOLGDG 6*& 'HEHUtD HQWHQGHUVH FRPR FHUWLILFDFLyQ DO SURFHVR SRU HO FXDO XQ
RUJDQLVPRGHFHUWLILFDFLyQJDUDQWL]DTXHXQSURGXFWRVHUYLFLRSURFHVRXRUJDQL]DFLyQ
FXPSODFRQORVUHTXLVLWRVGHILQLGRVSDUDFDGDFDVR
(OLQVWLWXWR$UJHQWLQRGH1RUPDOL]DFLyQ\&HUWLILFDFLyQ,5$0ORGHILQHGHODVLJXLHQWH
PDQHUD /DFHUWLILFDFLyQHV ODGHPRVWUDFLyQREMHWLYDGHFRQIRUPLGDGFRQQRUPDVGH
FDOLGDG VHJXULGDG HILFLHQFLD GHVHPSHxR JHVWLyQ GH ODV RUJDQL]DFLRQHV \ EXHQDV
SUiFWLFDV GHPDQXIDFWXUD \ FRPHUFLDOHV« ³/D FHUWLILFDFLyQ FRQWULEX\H DO GHVDUUROOR
WHFQROyJLFRGHODVRUJDQL]DFLRQHVJHQHUDXQPHMRUSRVLFLRQDPLHQWR\IDFLOLWDODDSHUWXUD
GHQXHYRVPHUFDGRV´,5$0
(QODDFWXDOLGDGFRQHODYDQFHGHODVWHFQRORJtDVODFRPXQLFDFLyQ\HOFRPHUFLRJOREDO
\ OD H[LJHQFLD GH ORV FOLHQWHV HO FRQWDU FRQ XQ FHUWLILFDGR GH XQ 6*& RWRUJD D OD
RUJDQL]DFLyQ XQD YHQWDMD FRPSHWLWLYD GH EDVH HQ FXDQWR DO DFFHVR D ORV GLVWLQWRV
PHUFDGRVPXQGLDOHV
$OUHVSHFWRHO/LF&DUORV*HOPHWWLHQVX OLEUR ³3\PHV*OREDOHV´DILUPD ORVLJXLHQWH
³Para ser proveedor de mercados internacionales y sobre todo de los de mayor 
desarrollo, se requiere una organización que pueda asegurar una provisión consistente 
y con la capacidad de mejorar continuamente aquellos aspectos que al cliente le 
interesan: cumplimiento en los plazos y en las especificaciones de los productos o 
servicios”... “ya no es suficiente contar con antecedentes y someter a los productos al 
control de sus especificaciones: el comprador internacional exige la certeza de ser 
provisto como lo espera y en todos los aspectos´*HOPHWWL
$VLPLVPRGHVGHODSiJLQDZHELQVWLWXFLRQDOGH,5$0VHLQGLFDQORVVLJXLHQWHVDVSHFWRV
FRPREHQHILFLRVFODYHVGHFHUWLILFDUXQVLVWHPDGHJHVWLyQGHFDOLGDG
x $FFHGHUDPHUFDGRVTXHH[LJHQQRUPDVLQWHUQDFLRQDOHVGHFDOLGDG
x *DQDU PHUFDGRV D SDUWLU GH OD FRQILDQ]D TXH JHQHUD OD FHUWLILFDFLyQ HQ ORV
FRQVXPLGRUHV
x $XPHQWDUODVRSRUWXQLGDGHVGHQHJRFLRVDWUDYpVGHODFRQILDQ]DTXHJHQHUD
HQVXFOLHQWHFRQUHIHUHQFLDDODVHJXULGDG\FDOLGDGGHVXVSURGXFWRV
x 0HMRUDUODLPDJHQGHORVSURGXFWRVRVHUYLFLRVRIUHFLGRV
x (OLPLQDUP~OWLSOHVDXGLWRUtDVORFXDODKRUUDFRVWRV
x 7RPDUGHFLVLRQHVEDVDGDVHQKHFKRVREMHWLYRV
x %HQHILFLDODVUHODFLRQHVPXWXDVFRQSURYHHGRUHV
x $VHJXUDUODHILFDFLD\HILFLHQFLDGHORVSURFHVRV

 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
&RPRELHQPDQLILHVWD,5$0ORVEHQHILFLRVGHFHUWLILFDUXQVLVWHPDGHJHVWLyQGHFDOLGDG
6*&VRQPXFKRVDXQTXHVHSRGUtDDUHVXPLUVXVFXDOLGDGHVHQXQDVRODSDODEUD8Q
6*&RUGHQD2UGHQDHQHOVHQWLGRGHXQLILFDUORVHVIXHU]RVGHWRGRHOFDSLWDOKXPDQR
\WRGRVORVUHFXUVRVGLVSRQLEOHVSDUDFXPSOLUXQREMHWLYR(OKHFKRGHHQWHQGHUTXHHVD
HVODUHVSXHVWDDOSRUTXHFHUWLILFDUXQ6*&HVSULPRUGLDOSDUDFXDOTXLHURUJDQL]DFLyQ
TXHSURFXUHHOp[LWRVRVWHQLGR

 ¢(6 2%/,*$725,2 &(57,),&$5 81 6,67(0$ '(
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(VWDHVXQDSUHJXQWDTXHVXUJHUHFXUUHQWHPHQWHDOKDEODUGHVLVWHPDVGHJHVWLyQGH
FDOLGDG 6*& OD UHVSXHVWD HV 1R QLQJXQD RUJDQL]DFLyQ VH HQFXHQWUD REOLJDGD
OHJDOPHQWHDFHUWLILFDUVLVWHPDVGHJHVWLyQGHFDOLGDGVLQHPEDUJRHVQHFHVDULRKDFHU
XQDGLVWLQFLyQ8QVLVWHPDGHJHVWLyQGHFDOLGDGHVXQDKHUUDPLHQWDTXHRUGHQDORV
SURFHVRV \ SHUPLWH D ODV RUJDQL]DFLRQHV FRQWURODUORV \ PHMRUDUORV VH SURSRQHQ
HVWiQGDUHVHQODFDOLGDGGHORVSURGXFWRVRVHUYLFLRVHQWUHJDGRV\VHUHWURDOLPHQWDHO
VLVWHPDFRQHOFRQWDFWRGHORVFOLHQWHVTXHOHVSDUHFLyHOSURGXFWRRVHUYLFLR$OJXQRV
SURGXFWRVRVHUYLFLRVQHFHVLWDQLQGHIHFWLEOHPHQWHVHUUHJXODGRVSDUDQRGHMDUVRORHQ
ODEXHQDJHVWLyQGHODVRUJDQL]DFLRQHVFRPRSRUHMHPSORODVDOXGS~EOLFD
6LQ HPEDUJR XQR SRGUtD SUHJXQWDUVH ¢FyPR VH DVHJXUDQ ODV QDFLRQHV TXH VXV
HPSUHVDVSURGX]FDQELHQHVGHFDOLGDGSDUDHOFRQVXPRGHORVFLXGDGDQRV"\HQHVWH
FDVR OD UHVSXHVWD HV TXH Vt ([LVWHQ QRUPDV GH DSOLFDFLyQ REOLJDWRULD VREUH
GHWHUPLQDGRVSURGXFWRVTXHGHEHQDSOLFDUVHVREUHFLHUWRVSURGXFWRVRVHUYLFLRVSDUD
DVHJXUDU HVWiQGDUHV GH FDOLGDG XQ HMHPSOR FODUR VRQ ODV QRUPDV TXH UHJXODQ ORV
DOLPHQWRVSURFHVDGRVTXHFRQVXPLPRV
'HVGH OD &iPDUD (VSDxROD GH &RPHUFLR GH OD 5HS~EOLFD $UJHQWLQD &(&5$ VH
DGYLHUWH TXH D OD IHFKD ORV VHFWRUHV TXH QHFHVLWDQ FHUWLILFDFLyQ REOLJDWRULD VRQ ORV
VLJXLHQWHV
 5HVROXFLyQGH(TXLSDPLHQWRHOpFWULFRGHEDMDWHQVLyQ
 5HVROXFLyQ(QYDVHVUHVLVWHQWHVDODDSHUWXUDSRUQLxRVGHSURGXFWRVGHXVR
RGHVWLQRGRPpVWLFRFRQVLGHUDGRV³SHOLJURVRV´
 5HVROXFLyQ  GH 3URGXFWRV GH DFHUR D VHU XWLOL]DGRV HQ ODV
HVWUXFWXUDVGHKRUPLJyQ\HQODVHVWUXFWXUDVPHWiOLFDVGHODFRQVWUXFFLyQ
 5HVROXFLyQGH$UWHIDFWRVHTXLSRVDFFHVRULRV\UHFLSLHQWHVSDUD
FRPEXVWLEOHVJDVHRVRV
 5HVROXFLyQ  GH (TXLSRV PHGLRV \ HOHPHQWRV GH SURWHFFLyQ
SHUVRQDO
 5HVROXFLyQGH$VFHQVRUHV\VXVFRPSRQHQWHV
 5HVROXFLyQGH%LFLFOHWDVQXHYDV
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 5HVROXFLyQGH(QFHQGHGRUHV
 5HVROXFLyQGH%LFLFOHWDVGHXVRLQIDQWLO
 5HVROXFLyQGH&XELHUWDV\FiPDUDVQHXPiWLFDVGHELFLFOHWDV
 5HVROXFLyQGH-XJXHWHV
$VLPLVPROD&(&5$VHxDODTXHHQDOJXQRVFDVRVODQRUPDWLYDVREUHLGHQWLILFDFLyQ
GHPHUFDGHUtDVUHTXLHUHDVtPLVPRXQDFHUWLILFDFLyQGHODYHUDFLGDGGHODLQIRUPDFLyQ
GHODHWLTXHWD
 5HVROXFLyQGH0DWHULDOHVFRQVWUXFWLYRVGHOFDO]DGR
 5HVROXFLyQGH3DSHOHVTXHVHFRPHUFLDOL]DQHQYDVDGRV
 5HVROXFLyQ  GH  'HWHUPLQDGRV DSDUDWRV HOpFWULFRV GH XVR
GRPpVWLFR

3RURWUDSDUWHODRUJDQL]DFLyQ,62FRPRVHH[SOLFDUiPiVDGHODQWHHQHVWHFDStWXOR
HV XQ RUJDQLVPR TXH UH~QH D HVSHFLDOLVWDV GH WRGDV ODV QDFLRQHV HQ GHWHUPLQDGDV
PDWHULDV\SXEOLFDHVWiQGDUHVLQWHUQDFLRQDOHV

/RVSDtVHVTXHVRQPLHPEURVGH,62SXHGHQDGRSWDUHVWDVQRUPDV LQWHUQDFLRQDOHV
SDUDFLHUWRVSURFHVRVSURGXFWLYRVSURGXFWRV\VHUYLFLRVORVFXDOHVFUHDTXHGHEHQVHU
UHJXODGRV &RPR ODV QRUPDV ,62 VRQ GH DGRSFLyQ YROXQWDULD SHUR IDFLOLWD HO
FXPSOLPLHQWRGHODVREOLJDFLRQHVH[LJLGDVSRUODOHJLVODFLyQQDFLRQDO
8Q HMHPSOR GH HOOR VRQ ORV DVSHFWRV QRUPDWLYRV VREUD OD LQRFXLGDG GH OD FDGHQD
DOLPHQWLFLDHQDUJHQWLQDVHULJHQSRUHO&yGLJRDOLPHQWDULRDUJHQWLQRHO5HJODPHQWR
7pFQLFR0HUFRVXU\OD1RUPD,5$010WRGDVHOODVDOLQHDGDVFRQODQRUPD
LQWHUQDFLRQDO,62GHVLVWHPDVGHJHVWLyQGHVHJXULGDGDOLPHQWDULD
(Q $UJHQWLQD VH KDQ LPSOHPHQWDGR SURJUDPDV GHVWLQDGRV D OD PHMRUD GH OD
FRPSHWLWLYLGDG GH ODV 3<0(6 RWRUJDQGR FUpGLWRV ILVFDOHV FRQ HO ILQ GH SURPRYHUOD
LPSOHPHQWDFLyQGHVLVWHPDVGHJHVWLyQGHFDOLGDG,62\VLVWHPDVGHJHVWLyQGH
FDOLGDGDPELHQWDO,62



&yGLJR$OLPHQWDULR$UJHQWLQR&$$&DStWXOR,,
5HVROXFLyQ*0&1$QH[R,DUW
3RUHMHPSOR5HVROXFLyQ6(\3<0(1±0LQLVWHULRGH3URGXFFLyQ
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
 25*$1,602648(3$57,&,3$1(1/$&(57,),&$&,Ï1
(QDUJHQWLQDDWUDYpVGHOGHFUHWRVHLQVWLWX\HHO³6LVWHPD1DFLRQDOGH1RUPDV
&DOLGDG\&HUWLILFDFLyQ´TXHWLHQHSRUREMHWRUHJXODUODVDFWLYLGDGHVGHQRUPDOL]DFLyQ\
GHHYDOXDFLyQGHODFRQIRUPLGDGGHQWURGHOiPELWRHVWULFWDPHQWHYROXQWDULR
(VWi HVWUXFWXUDGR HQ  QLYHOHV HQFDEH]DGR SRU XQ &RQVHMR 1DFLRQDO GH 1RUPDV
&DOLGDG\&HUWLILFDFLyQHOFXDOHVLQWHJUDGRSRUUHSUHVHQWDQWHVGHGLYHUVDViUHDVGHO
JRELHUQR QDFLRQDO FRQYRFDGRV SRU OD DXWRULGDG GH DSOLFDFLyQ GH HVWH VLVWHPD OD
6HFUHWDUtDGH,QGXVWULDGHOD1DFLyQ6,1\SRUUHSUHVHQWDQWHVGHORV2UJDQLVPRVGH
1RUPDOL]DFLyQ\GH$FUHGLWDFLyQ(VWHyUJDQRSROtWLFRFXHQWDFRQ ODDVLVWHQFLDGHXQ
&RPLWp $VHVRU GHO TXH SDUWLFLSDQ ORV UHSUHVHQWDQWHV GH WRGRV ORV VHFWRUHV
LQYROXFUDGRV
,QPHGLDWDPHQWH GHEDMR GH HVWH QLYHO GH GHFLVLyQ SROtWLFD VH HQFXHQWUDQ ORV GRV
RUJDQLVPRVHQFDUJDGRVGHUHDOL]DUODJHVWLyQWpFQLFDGHOVLVWHPD
(OyUJDQRGHQRUPDOL]DFLyQ,5$0,QVWLWXWR$UJHQWLQRGH1RUPDOL]DFLyQ\&HUWLILFDFLyQ
(OyUJDQRGHDFUHGLWDFLyQ2$$2UJDQLVPR$UJHQWLQRGH$FUHGLWDFLyQ
(OSULPHURVHHQFDUJDGHFHQWUDOL]DUHOHVWXGLR\DSUREDFLyQGHQRUPDVWpFQLFDVEDVH
HVHQFLDO GH WRGR VLVWHPD QDFLRQDO GH OD FDOLGDG \ HO VHJXQGR HVWi D FDUJR GH OD
DFUHGLWDFLyQ GH ORV RUJDQLVPRV GH FHUWLILFDFLyQ GH ORV ODERUDWRULRV GH HQVD\R \ GH
FDOLEUDFLyQ SDUD OR FXDO GHEH VHJXLU ODV SDXWDV GH HYDOXDFLyQ HVWDEOHFLGDV HQ ODV
QRUPDV,62,(&FRUUHVSRQGLHQWHV
,5$0 FRPR RUJDQLVPR GH DFUHGLWDFLyQ HV DXGLWDGR SRU OD 2$$PHGLDQWH OD QRUPD
,62,(& ³(YDOXDFLyQ GH OD FRQIRUPLGDG ± UHTXLVLWRV SDUD ORV RUJDQLVPRVTXH
UHDOL]DQODDXGLWRULD\FHUWLILFDFLyQGHVLVWHPDVGHJHVWLyQ´
$QLYHOLQWHUQDFLRQDO,62ODRUJDQL]DFLyQLQWHUQDFLRQDOGHQRUPDOL]DFLyQSURGXFHODV
QRUPDV LQWHUQDFLRQDOHVD WUDYpVGHOFRQVHQVRGH ODVQDFLRQHVH ,4QHWHV OD UHGGH
RUJDQLVPRVGHFHUWLILFDFLyQTXHSHUPLWHTXHORVFHUWLILFDGRVRWRUJDGRVSRURUJDQLVPRV
QDFLRQDOHVWHQJDQYDOLGH]HQWRGRHOPXQGR


 ([WUDtGR GH OD SiJLQD ZHE LQVWLWXFLRQDO GH ,5$0 ZZZLUDPRUJDULQGH[SKS"LG 6LVWHPD
QDFLRQDOGHQRUPDVFDOLGDG\FHUWLILFDFLRQ
 ([WUDtGR GH OD SiJLQD ZHE LQVWLWXFLRQDO GH ,5$0 ZZZLUDPRUJDULQGH[SKS"LG 6LVWHPD
QDFLRQDOGHQRUPDVFDOLGDG\FHUWLILFDFLRQ
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
Figura 12 – Estructura del Sistema Nacional de Normas, Calidad y Certificación 

$FRQWLQXDFLyQVHH[SRQGUiHQPiVGHWDOOHHODOFDQFH\IXQFLRQHVGHFDGDXQRGHHVWRV
RUJDQLVPRV
 ,62,QWHUQDWLRQDO2UJDQL]DWLRQIRU6WDQGDUGL]DWLRQ
,62 HV OD DEUHYLDFLyQ HQ LQJOHV GH ³,QWHUQDWLRQDO 2UJDQL]DWLRQ IRU 6WDQGDUGL]DWLRQ´
2UJDQL]DFLyQ ,QWHUQDFLRQDO GH 1RUPDOL]DFLyQ (V XQ RUJDQLVPR QR JXEHUQDPHQWDO
LQWHUQDFLRQDO H LQGHSHQGLHQWH TXH UH~QH D GLYHUVDV RUJDQL]DFLRQHV QDFLRQDOHV GH
QRUPDOL]DFLyQTXHUHSUHVHQWDQD,62HVVXVSDtVHV\HODERUDQHQFRQMXQWRHVWiQGDUHV
GHDSOLFDFLyQJOREDOFRQHOREMHWRGHIDFLOLWDUHO LQWHUFDPELR LQWHUQDFLRQDOGHELHQHV\
VHUYLFLRV\IRPHQWDUODFRRSHUDFLyQLQWHOHFWXDOHQWUHVXVPLHPEURV
)XQGDGDHQFRQVHGHHQ*LQHEUD6XL]D ODRUJDQL]DFLyQHVWiFRQIRUPDGDSRU
FRPLWpVWpFQLFRVTXHHQFDUJDQGHDERUGDUXQWHPDHVSHFtILFR
&DGD FRPLWp HVWi FRQIRUPDGR SRU H[SHUWRV GHVLJQDGRV SRU ORV RUJDQLVPRV GH
QRUPDOL]DFLyQGHGLYHUVDVQDFLRQHV\WLHQHQSRUREMHWRFRQVHQVXDUORVHVWiQGDUHVTXH
OXHJRVHSXEOLFDUDQFRPRQRUPDV$FWXDOPHQWH,62WLHQHSXEOLFDGDVPiVGH
QRUPDVWRGDVEDVDGDVHQFRQFHVR(O&RPLWp,627&TXHHVUHVSRQVDEOHGH
GHVDUUROODUHPLWLU\GLIXQGLU ODVQRUPDVGHORV6LVWHPDVGH*HVWLyQGH&DOLGDGHQWUH
HOODVODIDPLOLDGHQRUPDV,62
&RPR VH PHQFLRQy DQWHULRUPHQWH ,62 DJUXSD D RUJDQL]DFLRQHV QDFLRQDOHV GH
QRUPDOL]DFLyQGHGLYHUVRVSDtVHV\FDGDXQDGHHVWDVRUJDQL]DFLRQHVHVPLHPEURGH
,62([LVWHQWUHVFDWHJRUtDVGHPLHPEURVTXHVHGLVWLQJXHQVHJ~QGLIHUHQWHVQLYHOHVGH
SDUWLFLSDFLyQ

ZZZLVRRUJFRPPLWWHHKWPO
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
x /RVPLHPEURVFRPSOHWRV)XOOPHPEHUVR0HPEHU%RGLHV,QIOX\HQHQHO
GHVDUUROOR\ODHVWUDWHJLDGHGLIXVLyQGHODVQRUPDV,62SDUWLFLSDQGR\YRWDQGR
HQODVUHXQLRQHVWpFQLFDV\SROtWLFDVGH,62(VWRVPLHPEURVVRQHOHJLEOHVSDUD
SDUWLFLSDUGHXQFRPLWpWpFQLFRRGHFXDOTXLHU&RPLWpR6XEFRPLWpGHSUR\HFWRV
,62([LVWHQDVXYH]GRVFDWHJRUtDV

o 0,(0%526³3´$VXPHQHOFRPSURPLVRGHGHVHPSHxDUXQSDSHODFWLYR
HQ ODV WDUHDV OOHYDGDVDFDERSRUHO&RPLWp7pFQLFR \ WLHQHQYRWRVH
HVSHUD TXH EDVHQ VXV SRVLFLRQHV (Q HO FRQVHQVR GH ODV SDUWHV
LQWHUHVDGDQDFLRQDOHVSUHIHULEOHPHQWHD WUDYpVGHFRPLWpVQDFLRQDOHV
HTXLYDOHQWHV

o 0,(0%526³2´6LJXHQGHFHUFDHOGHVDUUROORGHXQDHVWiQGDU\WLHQHQ
OD SRVLELOLGDG GH FRQWULEXLU FRQ OD REUD SHUR VLQ FRPSURPHWHUVH HQ
SDUWLFLSDUDFWLYDPHQWHGHODVWDUHDVGHO&RPLWp7pFQLFR

/RVPLHPEURVFRPSOHWRVSXHGHQYHQGHU\DGRSWDUQRUPDVLQWHUQDFLRQDOHV,62
DQLYHOQDFLRQDO

x /RV PLHPEURV FRUUHVSRQVDOHV &RUUHVSRQGHQW PHPEHUV 2EVHUYDQ HO
GHVDUUROORGHODVQRUPDV\VXSHUYLVDQODHVWUDWHJLD,62$VLVWHQDODVUHXQLRQHV
WpFQLFDV \ SROtWLFDV GH ,62 SHUR VROR FRPR REVHUYDGRUHV /RV PLHPEURV
FRUUHVSRQVDOHV SXHGHQ YHQGHU \ DGRSWDU QRUPDV LQWHUQDFLRQDOHV ,62 D QLYHO
QDFLRQDO

x /RV PLHPEURV VXVFULWRV 6XEVFULEHU PHPEHUV (VWRV PLHPEURV VH
PDQWLHQHQLQIRUPDGRVVREUHORVDYDQFHVHQORVGLVWLQWRVSUR\HFWRVGH,62SHUR
QR SXHGHQ SDUWLFLSDU HQ pO QL SXHGHQ VHU REVHUYDGRUHV HQ ORV FRPLWpV 1R
SXHGHQYHQGHUQLDGRSWDUQRUPDVLQWHUQDFLRQDOHV,62DQLYHOQDFLRQDO


 3URFHGLPLHQWRSDUDSXEOLFDUHVWiQGDUHVLQWHUQDFLRQDOHV,62
&RPR\DVHKDPHQFLRQDGRHQFDStWXORVDQWHULRUHV,62HVHORUJDQLVPRTXHSXEOLFD
ORVHVWiQGDUHVRQRUPDV LQWHUQDFLRQDOHVSURGXFWRGHFRQVHQVRGHFRPLWpV WpFQLFRV
IRUPDGRVSRUH[SHUWRVHQODPDWHULD\GHGLYHUVDVQDFLRQDOLGDGHV
(VWHDFiSLWHWLHQHSRUREMHWRGHVFULELUEUHYHPHQWHHOSURFHGLPLHQWRGHUHYLVLyQDTXH
VHYHQVRPHWLGDVODVQRUPDVGHODVHULHKDVWDVXSXEOLFDFLyQLQWHUQDFLRQDO\VXV
SRVWHULRUHVUHYLVLRQHV\TXLHQHVVRQORVDFWRUHVTXHLQWHUYLHQHQHQODJHQHUDFLyQGH
HVWRVSUR\HFWRV6LELHQVHKDFHIRFRHVSHFtILFDPHQWHODVHULHHOSURFHGLPLHQWR
JHQHUDOVHDSOLFDDFXDOTXLHU&RPLWp7pFQLFR7&
)LHODODILORVRItDGHHQIRTXHDSURFHVRVTXHIRPHQWD,62HOSURFHGLPLHQWRFRPSOHWR
SDUD SXEOLFDU XQD QRUPD LQWHUQDFLRQDO DSDOHD D QXPHURVDV HWDSDV FRQ GLYHUVRV
UHVXOWDGRV 2XWSXWVSRVLEOHV6HFRQWHPSODQ\VH WUDWDQ ORV ULHVJRVHQ ODVGLVWLQWDV
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HWDSDVSDUDEULQGDUOHHOPDUFRGH OHJDOLGDG\HVFUXWLQLRTXHPHUHFHQ ORVHVWiQGDUHV
LQWHUQDFLRQDOHV(VWHSURFHVRVHGLYLGHHQHWDSDV\VXEHWDSDVFDGDHWDSDFXHQWDFRQ
XQDFRGLILFDFLyQSDUDFRPSUHQGHUFRQVRORYHUHVHFyGLJRHQTXpOXJDUVHHQFXHQWUD
GHQWURGHOPHQFLRQDGRSURFHVR(VWDFRGLILFDFLyQVHH[WLHQGHWDPELHQDORVSRVLEOHV
UHVXOWDGRVTXHSXHGHQSURGXFLUVHDORODUJRGHOSURFHVRLQFOXVRGHVSXpVGHWHUPLQDGR
(VWHFRPSOHMRSURFHVRVHHQFXHQWUDSDUDFRQVXOWDGHOOHFWRUHQHO$1(;2,TXHSDUD
XQDPHMRUFRPSUHQVLyQVHUHFRPLHQGDFRQVXOWDUHOJORVDULRGHGHILQLFLRQHV,62
6HVLPSOLILFDUiHOSURFHGLPLHQWRSDUDPHMRUDUVXFRPSUHQVLyQPRVWUDQGRJUiILFDPHQWH
HQ)LJXUD(WDSDVGHOSURFHGLPLHQWRGHSXEOLFDFLyQGHXQDQRUPD,62HOGHVSOLHJXH
GHOPLVPR
(OLQSXWGHHVWHSURFHVRHVODUHFHSFLyQGHODSURSXHVWDUHFLELGDSRUSDUWHGHDOJXQRV
GHORVPLHPEURVGH,62HVWDSURSXHVWDVHGHEDWLUi\WUDWDUiHQSULPHUDLQVWDQFLDSRU
GLVWLQWRVFRPLWpVWpFQLFRVSDUDDYDODUVXYLDELOLGDG
&XDQGRVHGpOX]YHUGHDXQSUR\HFWRVHOHGHVLJQDUiXQFRPLWpWpFQLFRR7&VHFUHDUi
XQRDSDUWLUGHODVQHFHVLGDGHVGHOSUR\HFWRHOPLVPRVHUiDQDOL]DGRSRUORVH[SHUWRV
TXHORFRQIRUPDQGHEDWLHQGRHVWXGLDQGR\FRQVHQVXDQGRSDUDGDUIRUPDDXQHVWiQGDU
UHFRSLODQGRORVERUUDGRUHVGHOHTXLSRGHWUDEDMR(VWDHWDSDHVODPiVH[WHQVDSXHGH
GHPRUDUVHXQOXVRDxRVHQORJUDUHOFRQVHQVRGHORVH[SHUWRV(OSURGXFWRHQWUHJDEOH
HQHVWDLQVWDQFLDHVHO%RUUDGRUGHO&RPLWp
(OVLJXLHQWHSDVRHV ORJUDUHOFRQVHQVRFRQRWURVFRPLWpVWpFQLFRVGHPDQHUDWDOGH
GHSXUDUGLVFUHSDQFLDVFRQRWURVFDPSRVGHHVWXGLR\GHVXPDUSHUVSHFWLYDVTXHQRVH
KDEtDQFRQWHPSODGRDOPRPHQWRGHHPLWLUHOERUUDGRU3URGXFWRGHHVWHSDVRVXUJHHO
ERUUDGRUGHODQRUPDLQWHUQDFLRQDOTXHVHUiVRPHWLGRQXHYDPHQWHDXQDLQYHVWLJDFLyQ
KDVWDREWHQHUHO%RUUDGRU)LQDOGHODQRUPD
(O~OWLPRSDVRUHVXOWDHQODYRWDFLyQSRUSDUWHGHORVPLHPEURVGH,62SDUDDSUREDUOD
SXEOLFDFLyQGHOHVWiQGDULQWHUQDFLRQDOTXHOXHJRVHWUDGXFLUiQHQGLVWLQWRVLGLRPDV


KWWSVZZZLVRRUJJORVVDU\KWPO
KWWSVZZZLVRRUJVWDJHFRGHVKWPO
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
Figura 13 - Etapas del procedimiento de publicación de una norma ISO 


 ,5$0 ,QVWL WXWR $UJHQWLQR GH 1RUPDOL]DFLyQ \
&HUWLI LFDFLyQ 
$FWXDOPHQWHHORUJDQLVPRGH1RUPDOL]DFLyQ1DFLRQDOHVXQDDVRFLDFLyQVLQILQHVGH
OXFURTXHVHWLHQHSRUREMHWRGHVDUUROODU\FHUWLILFDUQRUPDVGHHVWDQGDUL]DFLyQ
)XQGDGRHQFRPRHO,QVWLWXWRGH5DFLRQDOL]DFLyQ$UJHQWLQRGH0DWHULDOHVGHDOOt
VXVLJOD,5$0SRUGLYHUVRVVHFWRUHVGHODHFRQRPtDGHOJRELHUQR\GHLQVWLWXFLRQHV
FLHQWtILFDV\WpFQLFDVSDUDUHVROYHUHVWDQHFHVLGDGLQVWLWXFLRQDOYLWDOXQSDtVHQSOHQR
GHVDUUROOR&RQHOFRUUHUGHORVDxRVHORUJDQLVPRTXHSRUXVRV\FRVWXPEUHVVHGHGLFy
DQRUPDOL]DUHQODDUJHQWLQD\GHVGHHODxRSRUXQGHFUHWRGHOSRGHUHMHFXWLYR
VH FRQYLUWLy IRUPDOPHQWH HQ HO RUJDQLVPR QDFLRQDO GH QRUPDOL]DFLyQ \ FHUWLILFDFLyQ
FRPRORFRQRFHPRVKR\
/DPD\RUtDGHORVSDtVHVFXHQWDQFRQXQRUJDQLVPRGHHVWDtQGROHGHQWURGHORTXHVH
FRQRFHFRPRODHVWUXFWXUDQDFLRQDOGHFDOLGDG(Q$UJHQWLQDHVWHUROORFXPSOH,5$0D
VX YH] HQ FXDQWR D OD FHUWLILFDFLyQ HVWH URO OR FRPSDUWH FRQ RWUR RUJDQLVPR GH
UHFRQRFLPLHQWRDQLYHOQDFLRQDOHLQWHUQDFLRQDO

'HFUHWR3(11
EW ͻ EhsWZKWh^dWZKzdK;EtWZKWK^>Ϳ
t ͻ KZZKZ^>Yh/WKdZ:K;tKZ</E'Z&dͿ
 ͻ KZZKZ^>KD/d;KDD/ddZ&dͿ
/^ ͻ KZZKZ>EKZD;Z&d/EdZEd/KE>^dEZͿ
&/^
ͻ KZZKZ&/E>>EKZD;&/E>Z&d/EdZEd/KE>
^dEZͿ
/^ ͻ EKZD/EdZE/KE>; /EdZEd/KE>^dEZͿ
 &5,67,$1+085$12
(Q FXDQWR DO WHUUHQR GH OD QRUPDOL]DFLyQ ,5$0 HV HO ~QLFR RUJDQLVPR TXH WLHQH OD
IDFXOWDG GH UHSUHVHQWDU D OD $UJHQWLQD DQWH GLIHUHQWHV RUJDQLVPRV UHJLRQDOHV GH
QRUPDOL]DFLyQFRPRVHUOD$VRFLDFLyQ0HUFRVXUGH1RUPDOL]DFLyQ$01\OD&RPLVLyQ
3DQDPHULFDQD GH QRUPDV WpFQLFDV &23$17 5HVSHFWR D ORV RUJDQLVPRV
LQWHUQDFLRQDOHVGHQRUPDOL]DFLyQVHHQFXHQWUDQ2UJDQL]DFLyQIRU(VWDQGDUL]DFLyQ,62
\OD,QWHUQDWLRQDO(OHFWURWHFKQLFDO&RPLVVLRQ,(&HQSDUWLFXODUODUHSUHVHQWDFLyQDQWH
~OWLPRRUJDQLVPRVHGHVDUUROODHQFRQMXQWRFRQOD$VRFLDFLyQ(OHFWURWpFQLFD$UJHQWLQD
$($
(QHOWHUUHQRGHODFHUWLILFDFLyQ,5$0HV LQWHJUDWHGH³7KH,QWHUQDWLRQDO&HUWLILFDWLRQ
1HWZRUN´ ,41(7 \ ³:RUOGZLGH 6\VWHP IRU &RQIRUPLW\ 7HVWLQJ DQG &HUWLILFDWLRQ RI
(OHFWURWHFKQLFDO(TXLSPHQWDQG&RPSRQHQWV´,(&((
(VQHFHVDULRGHVWDFDUTXH,5$0QRVRORSDUWLFLSDHQHVWRVIRURVDSRUWDQGRDVSHFWRV
WpFQLFRVVLQRTXHWDPELpQSDUWLFLSDHQODVLQVWDQFLDVGHYRWDFLyQ\GHFLVLyQHQPXFKDV
GHHVWDVRUJDQL]DFLRQHV
3HVHDVXFRQGLFLyQGHUHSUHVHQWDUDOSDtV,5$0QRHVRUJDQLVPRGHOHVWDGRGHVGH
 HV XQD RUJDQL]DFLyQ WRWDOPHQWH ,QGHSHQGLHQWH \D TXH QR UHFLEH VXEVLGLRV GHO
HVWDGRQDFLRQDOQLGHHQWLGDGHVSULYDGDVORTXHOHSHUPLWHWUDEDMDUHQODFUHDFLyQGH
QRUPDVVLQTXHH[LVWDQLQIOXHQFLDV\VLHPSUHWUDEDMDQGRHQFRQVHQVRHQWUHHQWLGDGHV
S~EOLFDVSULYDGDV\VHFWRUHVHVSHFtILFRVTXHYHQODQHFHVLGDGGHHVWDEOHFHUXQDQRUPD
GHHVWDQGDUL]DFLyQ0XFKDVYHFHVVHWRPDFRPRUHIHUHQFLDQRUPDVLQWHUQDFLRQDOHV\
RWUDVVHFUHDUGLUHFWDPHQWHSDUDOD$UJHQWLQD
$GHPiVGHFHUWLILFDUVLVWHPDVGHJHVWLyQGHFDOLGDG6*&SHURWDPELpQGHXQDJUDQ
YDULHGDGGHSURGXFWRV\FHUWLILFDSURFHVRVSHUVRQDVVHUYLFLRV\VLVWHPDVGHJHVWLyQ
WDQWR D QLYHO QDFLRQDO FRPR LQWHUQDFLRQDO D WUDYpV GH VX DVRFLDFLyQ FRQ RWURV
RUJDQLVPRV$OJXQRVHMHPSORVGHODVFHUWLILFDFLRQHVTXHRWRUJDVRQ
x 6LVWHPDVGH*HVWLyQ ,626LVWHPDVGHJHVWLyQGH&DOLGDG ,62
6LVWHPDV GH JHVWLyQ DPELHQWDO 26+$6  6LVWHPDV GH JHVWLyQ GH
VHJXULGDG\VDOXGRFXSDFLRQDOHQWUHRWURV

x 3URGXFWRV ,(& 6HJXULGDG SDUD SHTXHxRV HOHFWURGRPpVWLFRV ,(&
 6HJXULGDG GH WUDQVIRUPDGRUHV \ IXHQWHV GH SRGHU ,(& 
HTXLSDPLHQWRGHWHFQRORJtDGHLQIRUPDFLyQHQWUHRWURV

x $JURDOLPHQWRV,626LVWHPDGH*HVWLyQGHVHJXULGDGDOLPHQWDULD,62
 3UHUUHTXLVLWRV GH OD ,QRFXLGDG $OLPHQWDULD ,5$0  %XHQDV
SUiFWLFDVGHPDQXIDFWXUDGHDOLPHQWRVHQWUHRWURV

 2$$2UJDQLVPR$UJHQWLQRGH$FUHGLWDFLyQ
&UHDGR FRPR ~QLFR yUJDQR GH DFUHGLWDFLyQ GH HQWLGDGHV SRU HO 'HFUHWR  \
IXQGDGRFRPRXQDDVRFLDFLyQFLYLOVLQILQHVGHOXFURDFRPLHQ]RVGHODxR
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
(QVXVFRPLHQ]RVHODOFDQFHGHO2$$VHPDQWXYR OLPLWDGRDFXPSOLU IXQFLRQHVHQHO
iPELWR GH OR YROXQWDULR SHUR GHVGH  FRPHQ]y D WHQHU UHVSRQVDELOLGDGHV GH
DFUHGLWDFLyQHQHOiUHDUHJXODGD
(O 2UJDQLVPR $UJHQWLQR GH $FUHGLWDFLyQ 2$$ WLHQH OD SRWHVWDG GH HVWDEOHFHU ODV
SUiFWLFDVLQWHUQDFLRQDOHV\GHDFUHGLWDUDORVRUJDQLVPRVGH&HUWLILFDFLyQHQPDWHULDGH
x /DERUDWRULRVGH(QVD\R
x /DERUDWRULRVGH&DOLEUDFLyQ
x /DERUDWRULRV&OtQLFRV
x 2UJDQLVPRVGH&HUWLILFDFLyQGH6LVWHPDVGH*HVWLyQGHOD&DOLGDG$PELHQWDO
6DOXG\6HJXULGDG2FXSDFLRQDOHWF
x 2UJDQLVPRVGH&HUWLILFDFLyQGH3URGXFWRV
x 2UJDQLVPRVGH&HUWLILFDFLyQGH3HUVRQDV
x 2UJDQLVPRVGH,QVSHFFLyQ
(VWHRUJDQLVPRKDVLGRDXGLWDGR\HVUHFRQRFLGRDQLYHOLQWHUQDFLRQDOFRQGLFLyQTXHOH
KDSHUPLWLGRILUPDUDFXHUGRVFRQODVHQWLGDGHVTXHUHSUHVHQWDQDRWURVRUJDQLVPRVGH
DFUHGLWDFLyQ D QLYHO PXQGLDO &RPR HO ,5$0 VH HQFXHQWUD FRQIRUPDGR SRU
UHSUHVHQWDQWHV GH GLYHUVRV VHFWRUHV GH FRQVXPR SURGXFWLYRV \ WHFQROyJLFRV
JDUDQWL]DQGRODWUDQVSDUHQFLD\FUHGLELOLGDGDQWHRWURVRUJDQLVPRVH[WUDQMHURV
0LHQWUDVTXH,5$0HVHORUJDQLVPRGHFHUWLILFDFLyQTXHDXGLWD\H[SLGHHOFHUWLILFDGRD
OD RUJDQL]DFLyQ VROLFLWDQWH HO 2$$ VH HQFDUJD GH DFUHGLWDU D ORV RUJDQLVPRV GH
FHUWLILFDFLyQSDUDTXHSXHGDQH[WHQGHUHVRVGRFXPHQWRV
$GHPiV HO 2$$ UHSUHVHQWD D OD 5HS~EOLFD $UJHQWLQD DQWH ORV VLJXLHQWHV IRURV
LQWHUQDFLRQDOHV
x ,$),QWHUQDWLRQDO$FFUHGLWDWLRQ)RUXP
x ,/$&,QWHUQDWLRQDO/DERUDWRU\$FFUHGLWDWLRQ&RRSHUDWLRQ
x ,$$&,QWHUDPHULFDQ$FFUHGLWDWLRQ&RRSHUDWLRQ
(VQHFHVDULRGHVWDFDUTXHHOPDUFRGHDSR\R\UHFRQRFLPLHQWRLQWHUQDFLRQDOGHOD2$$
FRQWULEX\H D TXH ,5$0 \ SRU H[WHQVLyQ ODV HPSUHVDV FHUWLILFDGDV REWHQJDQ XQ
GRFXPHQWRTXHHVUHFRQRFLGRHQRWURVSDtVHV
3RU ~OWLPR HV GDEOH PHQFLRQDU DOJXQRV RUJDQLVPRV GH DFUHGLWDFLyQ FRPR VHU
,10(752%UDVLO5Y$+RODQGD8.$65HLQR8QLGR5$%((88



,QIRUPDFLyQH[WUDtGDHQ-XQLRGHGHOD&iPDUDHVSDxRODGHFRPHUFLRGHOD5HS~EOLFD
$UJHQWLQDZZZFHFUDFRPDU
 &5,67,$1+085$12
 ,4QHW  ,QWHUQDWLRQDO&HUW LI LFDWLRQ1HWZRUN
$O PRPHQWR GH HOHJLU HO RUJDQLVPR FHUWLILFDGRU KD\ TXH WHQHU HQ FXHQWD HO
UHFRQRFLPLHQWRDQLYHOPXQGLDOGHOFHUWLILFDGRTXHHPLWHHORUJDQLVPRHVGHFLUVLOROR
VHUYLUiSDUDHOWHUULWRULRGRQGHVHH[SLGHHOPLVPRRELHQWHQGUiDOFDQFHJOREDO(QHVH
VHQWLGR HV LPSRUWDQWH GHVWDFDU TXH ,5$0 DGHPiV GH VHU HO RUJDQLVPR QDFLRQDO GH
FHUWLILFDFLyQHVWDPELpQPLHPEURGH,41HW
)XQGDGD HQ  ,41HW FRPSUHQGH XQD UHG JOREDO GH RUJDQLVPRV OtGHUHV GH
FHUWLILFDFLyQHQWUHHOORV,5$0(VWRVRUJDQLVPRVGHFHUWLILFDFLyQGHEHQVXVFULELUFRQ
,41HWXQ$FXHUGR0XOWL/DWHUDOR0/$SRUVXVVLJQDVHQLQJOpVSDUDVHUFRQVLGHUDGRV
PLHPEURV(VWHDFXHUGRHVWDEOHFHTXHWRGRVORVFHUWLILFDGRV,62HPLWLGRVSRUVXV
PLHPEURVVRQHTXLYDOHQWHVHQWUHVtDYDODQGRLQWHUQDFLRQDOPHQWHDOFHUWLILFDGRGHXQD
RUJDQL]DFLyQLQGHSHQGLHQWHPHQWHGHVXXELFDFLyQ\DOFDQFHGHVXDFWLYLGDG

$OPRPHQWRGHFHUWLILFDUXQ6*&FRQ,5$0VHH[WLHQGHVLPXOWiQHDPHQWHXQFHUWLILFDGR
ILUPDGRSRU,41(7HVWRTXLHUHGHFLUTXHGHQWURGHOWHUULWRULR$UJHQWLQRGRQGHWLHQHVX
DOFDQFH HO RUJDQLVPR GH FHUWLILFDFLyQ QDFLRQDO VH XVDUD HO FHUWLILFDGR ,5$0 ,62
SHURWDPELpQVHSRGUiXVDUHQFXDOTXLHURWURSDtVGHOPXQGRHOFHUWLILFDGR
HTXLYDOHQWH,62GH,41(7JUDFLDVDO0/$DQWHVPHQFLRQDGRTXHGHEHQILUPDU
WRGRVVXVVRFLRVHQHVWHFDVR,5$0HLPSOLFDTXHVHUHFRQRFHQDPERVFHUWLILFDGRV
FRPRLJXDOHV
(OSUy[LPRSDVRFRQVLVWHHQSUHVHQWDUODVROLFLWXGDOHQWHFHUWLILFDGRUGRQGHGDUiLQLFLR
DODDXGLWRULDLQLFLDOGHFHUWLILFDFLyQGLYLGLGDHQGRVHWDSDVFRQXQLQWHUYDORQRPHQRUD
GtDVHQWUHDPEDV
/D SULPHUD HWDSD GH OD DXGLWRULD FRQVLVWH HQ YHULILFDU OD SODQLILFDFLyQ GHO 6*& \ VX
GHVDUUROOR$VXYH]HV IXHQWHGH LQIRUPDFLyQSDUD ODVHJXQGDHWDSDGH ODDXGLWRULD
(VLPSRUWDQWHPHQFLRQDUTXHWRGDREVHUYDFLyQTXHVHHQFXHQWUHHQHVWDHWDSDGHEH
VHUUHVXHOWDSDUDODVHJXQGDHWDSDRSRGUtDQHJDUVHODFHUWLILFDFLyQ
(QODVHJXQGDHWDSDFRQWLQ~DQODVYHULILFDFLRQHVVREUHODLPSOHPHQWDFLyQVHYHULILFDOD
FRUUHFFLyQGHORVGHVYtRVKDOODGRVHQODSULPHUD\WDPELpQVHFRQWURODTXHHOVLVWHPD
GH JHVWLyQ GH FDOLGDG KD\D VLGR LPSOHPHQWDGR HQ IRUPD HILFD]
3XGLpQGRVHFRPSUREDUHVWH~OWLPRSXQWRHOHQWHHPLWHHOFHUWLILFDGR\GLVSRQGUiGHXQ
UHJODPHQWR GH FRQWUDWDFLyQ \ XVR \ XQ DFXHUGR GH GLYXOJDFLyQ HV GHFLU VL HVWD
FHUWLILFDGR VROR HO VHUYLFLR DVRFLDGR D XQ SURGXFWR SRU HMHPSOR HO GH ORJtVWLFD HO
SURGXFWRHQVLPLVPRQRFXHQWDFRQFHUWLILFDFLyQ\GHEHVHU ORVXILFLHQWHPHQWHFODUR
SDUDQRFRQIXQGLUDOFRQVXPLGRU
(OFHUWLILFDGRHPLWLGRQRHVYLWDOLFLRGHEHVHUPDQWHQLGR(OHQWHFHUWLILFDGRUSURJUDPDUD
XQD DXGLWRULD GH VHJXLPLHQWR SRU DxR SRU ORV SUy[LPRV GRV DxRV GRQGH YHULILFD OD

$PRGRGHHMHPSOR,5$0$UJHQWLQD$(125(VSDxD$)125)UDQFLD$3&(53RUWXJDO
$1&(6,*( 0H[LFR,17(&2 &RVWD 5LFD &,64 ,WDOLD &4& &KLQD )&$9  %UDVLO
,163(&7$)LQODQGLD1(0.21RUXHJD6466XL]D16$,,UODQGDHQWUHRWURV

,41HW0XOWL/DWHUDO$JUHHPHQW
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
LPSOHPHQWDFLyQHILFD]GHOVLVWHPDHQYLUWXGGHORVUHTXLVLWRVHVWDEOHFLGRVSRUODQRUPD
SDUDPDQWHQHUHOFHUWLILFDGR\HOFXPSOLPLHQWRGHOUHJODPHQWRGHFRQWUDWDFLyQ\XVR
3RUORJHQHUDOODGXUDFLyQGHHVWDVDXGLWRUtDVVHUHGXFHQDXQDSDUWHGHORTXHIXHOD
DXGLWRULDGHFHUWLILFDFLyQSXHVRTXHQRHVQHFHVDULRDXGLWRUDWRGRHOVLVWHPDVLQRTXH
VHWUDEDMDSRUPXHVWUHR

 /26&26726'(/$&$/,'$'(1/$6(035(6$6
'HMDQGR GH ODGR ORV FRVWRV UHODFLRQDGRV D OD LPSOHPHQWDFLyQ \ FHUWLILFDFLyQ GH XQ
6LVWHPDGHJHVWLyQGHFDOLGDGHVFLHUWRTXH ODPDQWHQHUXQQLYHOGHFDOLGDG LPSRQH
WDPELpQXQHVIXHU]RHFRQyPLFRSDUDODHPSUHVDWDPELpQHVFLHUWRTXHHVWRVFRVWRV
GHEHQPDQWHQHUVHHQHOWLHPSR\DPHGLGDTXHHVWDFUHFHORVFRVWRVVHLQFUHPHQWDUDQ
D~QPiVSHURWDPELpQHVFLHUWRTXHORVFRVWRVGHOD1RFDOLGDGVRQD~QPD\RUHV\QR
SXHGHQTXHGDUIXHUDGHDQiOLVLV
(QHIHFWRVLQRVHFXHQWDFRQXQVLVWHPDGHJHVWLyQODHPSUHVDDKRUUDUtDGLQHURVLQR
VHLQVWLWX\HQFRQWUROHVGHFDOLGDGHQORVSURFHVRVVLQRVHLQYLHUWHHQODSUHYHQFLyQ\
GHWHFFLyQGHIDOODVHQORVSURGXFWRVVLQRVHJDVWDHQHYDOXDUDORVSURYHHGRUHV\PHGLU
HOQLYHOGHORVFOLHQWHV4XHGDFODURTXHPDQWHQHUXQVLVWHPDGHJHVWLyQFXHVWDWLHPSR
\GLQHURORPLVPRVXFHGHDODQDOL]DUXQSURFHGLPLHQWR\UHGLVHxDUORSDUDTXHVHDPiV
HILFLHQWH 3HUR ORV FRVWRV GH OD 1R&DOLGDG WDPELpQ VRQ FRVWRVRV PDTXLQDULD
GHIHFWXRVD TXH SDUD OD SURGXFFLyQ UHSDUD HVDV PiTXLQDV SRU QR UHDOL]DU XQ
PDQWHQLPLHQWRSUHYHQWLYRWHQHUTXHUHFRQRFHUJDUDQWtDVVREUHSURGXFWRVGHIHFWXRVRV
ODVTXHMDVGHORVFOLHQWHV\HOGHWHULRURGHODLPDJHQGHODHPSUHVDHOH[FHVRGHVWRFN
WRGRFXHVWDPXFKRGLQHURDXQTXHDYHFHVQRVHYLVLELOL]D
&RPRDUJXPHQWD3KLOLS&URVE\  “Siempre es más barato hacer el trabajo bien 
desde la primera vez, en tanto la calidad es gratuita, ya que lo que realmente cuesta 
dinero son todas aquellas labores que se llevan a cabo por no hacer los trabajos bien 
desde la primera vez” 
3HUR IXH -RVHSK -XUDQ  IXH TXLHQ LQWURGXMR SRU SULPHUD YH] HO DQiOLVLV GH OD
HVWUXFWXUDGHFRVWRVGHODFDOLGDGHQODVHPSUHVDVFODVLILFiQGRORVEiVLFDPHQWHHQGRV
WLSRVLos costos de la calidadRGHODFRQIRUPLGDG\ORVcostos de la no calidadRFRVWRV
GHODQRFRQIRUPLGDG(QVXDQiOLVLVHODXWRUKDFHDOXVLyQDORVFRVWRVGHSUHYHQLUIDOORV
HQODDFWLYLGDGSURGXFWLYDSHURELHQVXUD]RQDPLHQWRSXHGHH[WHQGHUVHDODVHPSUHVDV
GHVHUYLFLRV
/RV FRVWRV GH OD FDOLGDG HVWiQ UHODFLRQDGRV D DTXHOODV DFWLYLGDGHV TXH SHUPLWHQ
DVHJXUDUODFRQIRUPLGDGGHORVSURGXFWRVRVHUYLFLRVHVWRVDVXYH]SXHGHQFODVLILFDUVH
HQGRVWLSRV³
x &RVWRVGHSUHYHQFLyQ: son aquellos que, como su nombre lo indica, previenen la 
ocurrencia de un producto o servicio no conforme, siendo, por ejemplo, costos 
de capacitación, calibración de los equipos, mantenimiento preventivo de 
maquinaria, reposición de equipamiento obsoleto, etc. 
 &5,67,$1+085$12
x &RVWRVGHHYDOXDFLyQ6RQORVTXHVHRULJLQDQGHOFRQWUROGHFDOLGDGSURSLDPHQWH
GLFKR FRQWUROHV LQVSHFFLRQHV SUXHEDV GH ODERUDWRULR DXGLWRULDV HWF HVWRV
FRVWRVVRQYLVLEOHVVHSXHGHQFDOFXODUIiFLOPHQWHHOWLHPSR\GLQHURJDVWDGRD
WUDYpVGHORVFRPSUREDQWHVHPLWLGRVSRUORVSURYHHGRUHV
3RURWUDSDUWH WHQHPRV ORVFRVWRVGH OD1RFDOLGDGTXHVRQDTXHOORVHQ ORVTXHVH
LQFXUUHSRUQRDOFDQ]DUODFDOLGDGHVSHUDGD(VWRVVHGLYLGHQGHODVLJXLHQWHIRUPD
x &RVWRVSRUIDOODVLQWHUQDV6RQFRVWRVTXHVHSURGXFHQDQWHVTXHVHJHQHUHXQD
QRFRQIRUPLGDGSRUSDUWHGHOFOLHQWHHVGHFLUDQWHVTXHOOHJXHDVXVPDQRV/DV
IDOODV R HUURUHV VH GHWHFWDQ HQ IRUPD LQWHUQD \ VH UHVXHOYH VLQ SHUMXGLFDU OD
LPDJHQGHODHPSUHVD

x &RVWRVSRUIDOODVH[WHUQDV(VWRVFRVWRVVHJHQHUDQSRUIDOODVGHWHFWDGDVOXHJR
GHTXHHOFOLHQWHUHFLEHHOSURGXFWRRVHUYLFLRHQQDOJXQRVFDVRVFXDQGRORV
FRVWRVVRQWDQJLEOHVHVSRVLEOHFDOFXODUVXFRVWRHQEDVHDODPDQRGHREUD
PDWHULDOHV R VHUYLFLRV QR FRQWHPSODGRV SRU ORV FXDOHV OD HPSUHVD WLHQH TXH
UHVSRQGHU VLQ HPEDUJR ORV PiV GLItFLOHV GH FXDQWLILFDU \ WDPELpQ ORV PiV
SHUMXGtFDOHV SDUD OD LPDJHQ GH OD HPSUHVD VRQ DTXHOORV FRVWRV TXH VRQ
LQWDQJLEOHVTXHSRUORJHQHUDOVRQPX\GLItFLOHVGHFXDQWLILFDU
6LOOHYDPRVHVWHDQiOLVLVDOiPELWRGHODV3<0(6GRQGHVHGHEHQDGPLQLVWUDUELHQORV
UHFXUVRV QRV HQFRQWUDPRV FRQ TXH VHUi QHFHVDULR HQFRQWUDU XQ HTXLOLEULR HQWUH ORV
FRVWRVGHPDQWHQHUXQVLVWHPDGHJHVWLyQGHFDOLGDG\DTXHOORVTXHVHJHQHUDQSRUOD
QRFDOLGDG
'HSHQGLHQGRGHOFDVRODVHPSUHVDVSXHGHQRSWDUSRUDVXPLUHOFRVWRGHODQRFDOLGDG
HQ GHWULPHQWR GH XQ FRVWR PD\RU SRU SUHYHQLUOR 3DUD DTXHOODV TXH MDPiV KDQ
LQFRUSRUDGRPHGLGDV WHQGLHQWHVD ODFDOLGDGXQPtQLPRDXPHQWRHQ ORVFRVWRVSDUD
SUHYHQLUIDOORVUHGXFLUiPXFKRORVSURGXFWRVRVHUYLFLRVQRFRQIRUPHVPLHQWUDVTXHOD
HPSUHVDTXHYLHQHGHVWLQDQGRIRQGRVSDUDFRQWURODU\SUHYHQLU IDOODVGHEHUi LQYHUWLU
PXFKRPiVSDUDUHGXFLUHVHQLYHOGHQRFRQIRUPLGDGHV
(VQHFHVDULRDFODUDUTXHSDUDFXDOTXLHUHPSUHVDHVFUXFLDOHQFRQWUDUHOHTXLOLEULRHQWUH
HVWRVFRVWRV\SDUDHOORUHVXOWDQHFHVDULRTXHVHUHYLVHQPX\ELHQORVSURFHVRVFRQHO
ILQGHLGHQWLILFDU ODVGHELOLGDGHVGHFRQWUROVREUHDTXHOORVGRQGHHO LPSDFWRVHDPX\
DOWR7DPELpQHVSUHFLVRTXHVHFXDQWLILTXHQFRUUHFWDPHQWHORVFRVWRVGHODQRFDOLGDG
D ILQ GH QR VREUHHVWLPDU VX LPSDFWR FRQ UHODFLyQ D DTXHOORV FRVWRV JHQHUDGRV SRU
PLWLJDUORV


 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62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&$3,78/29/$)$0,/,$'(1250$6,62
 ,1752'8&&,Ï1$/$)$0,/,$'(1250$6,62
(QHOFDStWXORDQWHULRUVHH[SOLFyHORULJHQGH ODVQRUPDV,62FXDOHVSURFHGLPLHQWR
SDUDSXEOLFDUODVORVRUJDQLVPRVTXHLQWHUYLHQHQHQHOVLVWHPDGHFHUWLILFDFLyQQDFLRQDO
\ORVEHQHILFLRVSDUDODVQDFLRQHV\HPSUHVDDGRSWDUHVWDVQRUPDVDKRUDELHQVLHQGR
TXHGHHVWHRUJDQLVPRLQWHUQDFLRQDOSURYLHQHQSRUFRQVHQVRPXFKDVRWUDVQRUPDVHQ
HOiPELWRGHOD*HVWLyQGHOD&DOLGDG6*&¢SRUTXpVHVXHOHPHQFLRQDU~QLFDPHQWH
OD,62"
/D UHVSXHVWD HV VLPSOH OD QRUPD ,62  HV OD HV OD ~QLFD QRUPD FHUWLILFDEOH \
DXGLWDEOH \D TXH HVWD HVWDEOHFH ORV UHTXLVLWRV SDUD VX LPSOHPHQWDFLyQ HQWRQFHV
FXDQGRVHGLFHTXHXQDHPSUHVDFHUWLILFyXQ6*&VHHVWiUHILULHQGRLPSOtFLWDPHQWHD
TXHFHUWLILFR ODQRUPD ,62'H LJXDOPDQHUDDO UHIHULUVHD ODQRUPD ,62
LPSOtFLWDPHQWHVHHVWiUHILULHQGRDODQRUPD,62VLHODOFDQFHGHHVWD~OWLPDVH
OLPLWDUDDOWHUULWRULRDUJHQWLQR
$XQTXH ODQRUPD ,62VHD OD~QLFDFHUWLILFDEOH HVWD VHQXWUHGHPXFKDVRWUDV
QRUPDVTXHQRVRQFHUWLILFDEOHVDOJXQDVTXHVRORVRQUHOHYDQWHVSDUDGLVWLQWRVVHFWRUHV
\ RWUDV TXH HVWDEOHFHQ GLUHFWULFHV SDUDPDQWHQHU \PHMRUDU HO 6*& 9HUFigura 14- 
Relación de la familia de normas ISO 9000. 
(VWDIDPLOLDRVHULHGHQRUPDV,62VHFRPSRQHGHQRUPDVIXQGDPHQWDOHV
x ISO 9000: Fundamentos y Vocabulario. 
x ISO 9001: Requisitos para la implementación de un SGC  
x ISO 9004: Gestión para el éxito sostenido de las organizaciones.  
x ISO 19011: Directrices para auditorías de sistemas de gestión de la calidad y/o 
ambiental. 
1yWHVHTXHQRWRGDVFRPSDUWHQODPLVPDQXPHUDFLyQ[[[HVWRVHH[SOLFDSRUORV
RUtJHQHVGHODQRUPDODFXDOHUDVXVWHQWDGDSRURWUDVQRUPDVGHODPLVPDVHULH
PXFKDVGHHOODVKR\HVWiQHQGHVXVRFRPRODQRUPDROD6LQHPEDUJRVH
KDQDGRSWDGRQXHYDVQRUPDVTXHVXVWHQWDQDODQRUPDFHUWLILFDEOHWRGDVSURYHQLHQWHV
GHO PLVPR FRPLWp WpFQLFR WDO FRPR VH UHSUHVHQWD HQ Figura 15- Conformación del 
Comité técnico ISO (TC 176) y normas que desarrolla.
/DV QRUPDV [[[ VRQ UHIHUHQFLDOHV SDUD FXHVWLRQHV SDUWLFXODUHV GHO VLVWHPD GH
JHVWLyQGHFDOLGDG\SXHGHQVHUGHJUDQXWLOLGDGSDUDDERUGDUFXHVWLRQHVHVSHFtILFDV
/DQRUPDHVODTXH,5$0XWLOL]DFRPRJXtDSDUDODVDXGLWRULDVGHORVVLVWHPDV
GHJHVWLyQGHFDOLGDG

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
Figura 14- Relación de la familia de normas ISO 9000 

$FRQWLQXDFLyQVHPHQFLRQDQODVQRUPDVTXHDODIHFKDFRQIRUPDQODIDPLOLD
¾ ISO 10001 - Satisfacción del cliente – Directrices para códigos de conducta 
¾ ISO 10002 - Satisfacción del cliente – Directrices para manejo de reclamos 
¾ ISO 10003 - Satisfacción del cliente – Directrices para resolución de disputas 
¾ ISO 10004 - Directrices para seguimiento y medición de satisfacción del cliente 
¾ ISO 10005 - Directrices para planes de calidad 
¾ ISO 10006 - Directrices para gestión de calidad en proyectos 
¾ ISO 10007 - Directrices para gestión de la configuración 
¾ ISO 10008 - Satisfacción del cliente - Directrices transacciones de comercio 
electrónico 
¾ ISO 10012 - Guías para la gestión de procesos de medición 
¾ ISO/TR 10013 - Directrices para documentación de sistemas de gestión de 
lacalidad. 
¾ ISO 10014 - Directrices para realizing financial and economic benefits 
¾ ISO 10015 - Directrices para formación 
¾ ISO 10017 - Guías sobre técnicas estadísticas 
¾ ISO 10018 - Directrices para involucramiento y competencia del personal 
¾ ISO 10019 - Directrices para la selección de consultores de gestión de la calidad. 
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Figura 15- Conformación del Comité técnico ISO (TC 176) y normas que desarrolla. 

 /$1250$,62±&21&(3726<92&$%8/$5,2
6HSRGUtDFRPSDUDUHVWDQRUPDDODGHXQGLFFLRQDULRHQXQDSULPHUDSDUWHHVWDEOHFH
ORVIXQGDPHQWRVORVSULQFLSLRVGHODFDOLGDGFXHVWLRQHVFRQFHSWXDOHVGHODJHVWLyQGH
ODFDOLGDGHQVt\XQDVHJXQGDSDUWHGHGHILQLFLRQHV\WpUPLQRVHLQFOX\HDQH[RVFRQ
UHODFLRQHVHQWUHYRFDEXODULRVSRUHMHPSORFRPRVHUHODFLRQDQHILFLHQFLD\HILFDFLD
/DQRUPD,62UHODFLRQDFRQFHSWRVXWLOL]DQGRWUHVPpWRGRVGLVWLQWRVDPRGRGH
HMHPSORVHGHVFULEHQDFRQWLQXDFLyQ
x 5HODFLyQJHQpULFD


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dϭϳϲ
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677*63$1,6+75$16/$7,217$6.*5283(TXLSRSDUDODWUDGXFFLRQDOHVSDxRO
,:*,17(51$7,21$/:25.,1**5283(TXLSRGHWUDEDMRLQWHUQDFLRQDO
6&68%&200,77((6XE&RPLWHH
:*:25.*5283(TXLSRGHWUDEDMR
6&6XEFRPLWp&RQFHSWRV\7HUPLQRORJtD
6&6XEFRPLWp6LVWHPDVGH&DOLGDG
6&6XEFRPLWp7HFQRORJtDVGH$SR\R
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
x 5HODFLyQSDUWLWLYD

x 5HODFLyQDVRFLDWLYD

(VWD QRUPD HV XWLOL]DGD SDUD XQD PHMRU FRPSUHQVLyQ GH ORV FRQFHSWRV TXH VH
GHVDUUROODUDQDORODUJRGHOD,62GHILQHWDPELpQORVSULQFLSLRVGHODFDOLGDG\ORV
IXQGDPHQWRVWHyULFRVTXHVXVWHQWDQODVDILUPDFLRQHV\UHTXLVLWRV

 /$ 1250$ ,62  ± *(67,21 3$5$ (/ e;,72
6267(1,'2
(VWDQRUPDFDPELDHOFRQFHSWRGHFXPSOLUXQPtQLPRGH UHTXLVLWRVTXHVRQ ORVTXH
SODQWHDOD,62\HPSH]DUDHVWDEOHFHUSDUiPHWURVSDUDTXHODVRUJDQL]DFLRQHV
VHDQPiVHILFLHQWHV\UHWURDOLPHQWHQHOFLUFXORGHODPHMRUDFRQWLQXD
/DQRUPD,62'HILQHHOp[LWRVRVWHQLGRD³ODFDSDFLGDGGHXQDRUJDQL]DFLyQSDUD
ORJUDU\PDQWHQHUVXVREMHWLYRVDORODUJRGHOWLHPSR´
(OJUDILFRSUHVHQWDGRHQFigura 16 – ISO 9004 relación entre cultura y procesos.6H
UHODFLRQDODFXOWXUD\ORVSURFHVRVHQIXQFLyQGHODHYROXFLyQGHOGHVDUUROORTXHWLHQHOD
RUJDQL]DFLyQ HQ PDWHULD GH FHUWLILFDFLyQ UHFRQRFLPLHQWR (O SXQWR Pi[LPR VRQ ORV
PRGHORVGHH[FHOHQFLDTXHHQDUJHQWLQDHVWiGDGRSRUHO3UHPLR1DFLRQDODOD&DOLGDG
TXHHYDO~D FRQFHSWRVPiV JHQHUDOHV GH OD JHVWLyQGH OD FDOLGDG \ FRQ XQHQIRTXH
EDVDGRHQSURFHVRVPXFKRPiVPDUFDGRTXHOD,62


 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62

Figura 16 – ISO 9004 relación entre cultura y procesos. 
/D QRUPD ,62  SHVH D TXH QR HV FHUWLILFDEOH HVWDEOHFH GLUHFWULFHV SDUD
DSUR[LPDUVHDHVRVPRGHORVGHH[FHOHQFLD\UHSUHVHQWDHOIXWXURGHODRUJDQL]DFLyQ
GHVSXpVGHODFHUWLILFDFLyQ
 ¢&Ï026(25,*,1$1/$61250$6,62"
7DOFRPRVHPHQFLRQyDQWHULRUPHQWH,62HVHORUJDQLVPRTXHSXEOLFDORVHVWiQGDUHVR
QRUPDV LQWHUQDFLRQDOHV SURGXFWR GH FRQVHQVR GH FRPLWpV WpFQLFRV IRUPDGRV SRU
H[SHUWRVHQODPDWHULD\GHGLYHUVDVQDFLRQDOLGDGHV
(VWHDFiSLWHWLHQHSRUREMHWRGHVFULELUEUHYHPHQWHTXLHQHVVRQ ORVSDUWLFLSDQWHVTXH
LQWHUYLHQHQHQODFRQIHFFLyQGHORVSUR\HFWRV\HOSURFHGLPLHQWRGHUHYLVLyQDTXHVH
YHQVRPHWLGDV ODVQRUPDVGH ODVHULHKDVWDVXSXEOLFDFLyQ LQWHUQDFLRQDO\VXV
SRVWHULRUHV UHYLVLRQHV 6L ELHQ VH KDFH IRFR HVSHFtILFDPHQWH OD VHULH  HO
SURFHGLPLHQWRJHQHUDOVHDSOLFDDFXDOTXLHU&RPLWp7pFQLFR7&
)LHODODILORVRItDGHHQIRTXHDSURFHVRVTXHIRPHQWD,62HOSURFHGLPLHQWRFRPSOHWR
SDUD SXEOLFDU XQD QRUPD LQWHUQDFLRQDO DSDOHD D QXPHURVDV HWDSDV FRQ GLYHUVRV
UHVXOWDGRV 2XWSXWVSRVLEOHV6HFRQWHPSODQ\VH WUDWDQ ORV ULHVJRVHQ ODVGLVWLQWDV
HWDSDVSDUDEULQGDUOHHOPDUFRGH OHJDOLGDG\HVFUXWLQLRTXHPHUHFHQ ORVHVWiQGDUHV
LQWHUQDFLRQDOHV(VWHSURFHVRVHGLYLGHHQHWDSDV\VXEHWDSDVFDGDHWDSDFXHQWDFRQ
XQDFRGLILFDFLyQSDUDFRPSUHQGHUFRQVRORYHUHVHFyGLJRHQTXpOXJDUVHHQFXHQWUD
GHQWURGHOPHQFLRQDGRSURFHVR(VWDFRGLILFDFLyQVHH[WLHQGHWDPELpQDORVSRVLEOHV
UHVXOWDGRVTXHSXHGHQSURGXFLUVHDORODUJRGHOSURFHVRLQFOXVRGHVSXpVGHWHUPLQDGR
(VWHFRPSOHMRSURFHVRVHHQFXHQWUDSDUDFRQVXOWDGHOOHFWRUHQHO$1(;2,TXHSDUD
XQDPHMRUFRPSUHQVLyQVHUHFRPLHQGDFRQVXOWDUHOJORVDULRGHGHILQLFLRQHV,62

KWWSVZZZLVRRUJJORVVDU\KWPO
KWWSVZZZLVRRUJVWDJHFRGHVKWPO
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6HVLPSOLILFDUiHOSURFHGLPLHQWRSDUDPHMRUDUVXFRPSUHQVLyQPRVWUDQGRJUiILFDPHQWH
en Figura 17 - Etapas del procedimiento de publicación de una norma ISOHOGHVSOLHJXH
GHHVWH
(OLQSXWRHQWUDGDGHHVWHSURFHVRHVODUHFHSFLyQGHODSURSXHVWDUHFLELGDSRUSDUWHGH
DOJXQRV GH ORV PLHPEURV GH ,62 HVWD SURSXHVWD VH GHEDWLUi \ WUDWDUi HQ SULPHUD
LQVWDQFLDSRUGLVWLQWRVFRPLWpVWpFQLFRVSDUDDYDODUVXYLDELOLGDG
&XDQGRVHGpOX]YHUGHDXQSUR\HFWRVHOHGHVLJQDUiXQFRPLWpWpFQLFRR7&VHFUHDUi
XQRDSDUWLUGHODVQHFHVLGDGHVGHOSUR\HFWRHOPLVPRVHUiDQDOL]DGRSRUORVH[SHUWRV
TXHORFRQIRUPDQGHEDWLHQGRHVWXGLDQGR\FRQVHQVXDQGRSDUDGDUIRUPDDXQHVWiQGDU
UHFRSLODQGRORVERUUDGRUHVGHOHTXLSRGHWUDEDMR(VWDHWDSDHVODPiVH[WHQVDSXHGH
GHPRUDUVHDxRVHQORJUDUHOFRQVHQVRGHORVH[SHUWRVHQWHQHUWHUPLQDGRHO%RUUDGRU
GHO&RPLWp
(OVLJXLHQWHSDVRHV ORJUDUHOFRQVHQVRFRQRWURVFRPLWpVWpFQLFRVGHPDQHUDWDOGH
GHSXUDUGLVFUHSDQFLDVFRQRWURVFDPSRVGHHVWXGLR\GHVXPDUSHUVSHFWLYDVTXHQRVH
KDEtDQFRQWHPSODGRDOPRPHQWRGHHPLWLUHOERUUDGRU3URGXFWRGHHVWHSDVRVXUJHHO
ERUUDGRUGHODQRUPDLQWHUQDFLRQDOTXHVHUiVRPHWLGRQXHYDPHQWHDXQDLQYHVWLJDFLyQ
KDVWDREWHQHUHO%RUUDGRU)LQDOGHODQRUPD
(O~OWLPRSDVRUHVXOWDHQODYRWDFLyQSRUSDUWHGHORVPLHPEURVGH,62SDUDDSUREDUOD
SXEOLFDFLyQGHOHVWiQGDULQWHUQDFLRQDOTXHOXHJRVHWUDGXFLUiQHQGLVWLQWRVLGLRPDV
7RGR HO SURFHVR HV PX\ FRQVHQVXDGR \ DVXPHQ XQD DFWLYD SDUWLFLSDFLyQ GLVWLQWRV
VHFWRUHV GH OD VRFLHGDG WDQWDV HPSUHVDV PXOWLQDFLRQDOHV RUJDQLVPRV GHO HVWDGR
SDUWLFLSDQODVFDQFLOOHUtDVGHORVGLVWLQWRVSDtVHVHQIRUPDDFWLYD\DTXHFDGDXQRTXLHUH
UHVJXDUGDUVXLQGXVWULD

 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62

Figura 17 - Etapas del procedimiento de publicación de una norma ISO 

 (92/8&,Ï1'($/$1250$,62
/DSXEOLFDFLyQGHXQDQRUPDRHVWiQGDULQWHUQDFLRQDOQRHVHOILQGHOSURFHVRVLQRWRGR
OR FRQWUDULR ORV HVWiQGDUHV HVWiQ HQ FRQWLQXD UHYLVLyQ \ YDQ PXWDQGR VHJ~Q ODV
QHFHVLGDGHVGHTXLHQHVODVDGRSWDQ(QOD)LJXUD±5HYLVLyQGHODQRUPD,62
VHPXHVWUDODHYROXFLyQGHODQRUPD,62FRQHOSDVRGHOWLHPSR
/D QRUPD LQWHUQDFLRQDO ,62  QDFH HQ  VLJXLHQGR FRPR JXtD XQD QRUPD
EULWiQLFDTXHKDVWDVRORIXHDGRSWDGDSRUHPSUHVDVLQGXVWULDOHVFX\RVFOLHQWHV
GHPDQGDEDQHVWDFXDOLGDG(QWXYROXJDUODSULPHUDUHYLVLyQLPSRUWDQWHGRWDQGR
DODQRUPDFRQFHUFDGHSURFHGLPLHQWRVREOLJDWRULRVHPSUHVDVGHRWURVVHFWRUHVDO
LQGXVWULDO HPSH]DURQDDGRSWDU ODQRUPD /XHJR HQ OD YHUVLyQ VHHIHFWXyRWUD
UHYLVLyQPX\ LPSRUWDQWH TXH UHGXMR D  GRFXPHQWRV REOLJDWRULRV SRVWHULRUPHQWH OD
YHUVLyQGHWXYRSRFRVFDPELRVWDQVRORDOJXQDVDFODUDFLRQHVUHVSHFWRDOFOLHQWH
\SRFRPiVSRU~OWLPRHQHODxR OD~OWLPD UHYLVLyQD OD IHFKD OD UHYLVLyQ IXH
SURIXQGDHQFXDQWRDORVFRQFHSWRVHQFXDQWRDORVUHTXLVLWRVHOFDPELRUHVSHFWRDOD
YHUVLyQGHIXHGHDSUR[LPDGDPHQWH
6HHQWLHQGHTXHODYHUVLyQGHEHUtDGXUDUXQRVDxRVKDVWDTXHVHSURGX]FDRWUR
FDPELRSURIXQGRHQWHQGLpQGRVHTXHSDUDHODxRGHEHUtDLQLFLDUVHHOSURFHVRGH
XQDQXHYDUHYLVLyQ(VSRVLEOHVHJHQHUHXQDYHUVLyQ LQWHUPHGLDHQRVH
DGRSWHQ FDPELRVPHQRUHV (VWD VXFHVLyQ GH FDPELRV LPSRUWDQWHV VH ODV GHQRPLQD
2ODV
EW ͻ EhsWZKWh^dWZKzdK;EtWZKWK^>Ϳ
t ͻ KZZKZ^>Yh/WKdZ:K;tKZ</E'Z&dͿ
 ͻ KZZKZ^>KD/d;KDD/ddZ&dͿ
/^ ͻ KZZKZ>EKZD;Z&d/EdZEd/KE>^dEZͿ
&/^
ͻ KZZKZ&/E>>EKZD;&/E>Z&d/EdZEd/KE>
^dEZͿ
/^ ͻ EKZD/EdZE/KE>; /EdZEd/KE>^dEZͿ
 &5,67,$1+085$12
$KRUDELHQ¢3RUTXpVHFDPELDQHVWDVQRUPDV"EiVLFDPHQWHSRUTXHHQXQPXQGR
JOREDOL]DGRORVPHUFDGRV\ODVRUJDQL]DFLRQHVVHHQFXHQWUDQHQFRQWLQXRFDPELRHV
QHFHVDULR DGRSWDU QXHYRV FRQFHSWRV \ FDPELRV GH SDUDGLJPD VH SURGXFHQ
UHYROXFLRQHVWHFQROyJLFDVFRQVWDQWHVFDPELDQVXFHVRV\ODVFRVWXPEUHVGHORVFOLHQWHV
FRPRDVtWDPELpQVXVH[SHFWDWLYDV\ODVQRUPDVGHJHVWLyQVLUYHQSDUDDFRPSDxDUD
WUDYpVGHOSULQFLSLRGHODPHMRUDFRQWLQXDHVWRVGHVDUUROORVFXOWXUDOHV\SURGXFWLYRV


Figura 18 – Revisión de la norma ISO 9001 (Fuente: Curso presencial IRAM, 2017) 

/D1RUPDLQWHUQDFLRQDO,62DERJDSRUODPHMRUDFRQWLQXD\QRHVXQDH[FHSFLyQ
DVtPLVPDODQRUPDVHVRPHWHDFRQVWDQWHVUHYLVLRQHVGHVGHVXLQLFLRHQHODxR
\KDLGRHYROXFLRQDQGRHQFRQVHFXHQFLDDORVFDPELRVJOREDOHVQXHYDVSHUVSHFWLYDV\
ORVFDPELRVGHSDUDGLJPDTXHVHIXHUDQVXVFLWDQGRDORODUJRGHODKLVWRULD
5HVSHFWRDODYHUVLyQGHODQRUPDVHKDQSUHVHQWDGRFLHUWDVPRGLILFDFLRQHVTXH
GHEHUiQ WHQHUVH HQ FXDQWD DO PRPHQWR GH SODQLILFDU H LPSOHPHQWDU XQ 6LVWHPD GH
*HVWLyQGH&DOLGDG6HPHQFLRQDUiQDFRQWLQXDFLyQORVFDPELRVPiVVLJQLILFDWLYRVGH
FRQFHSWRV HQWUH OD YHUVLyQ  D OD YHUVLyQ  HQ HO FXDGUR GH OD Figura 19 – 
Cambios conceptuales de norma ISO 9001:2015 respecto a la versión anterior
x 3URGXFWRV\VHUYLFLRV/DYHUVLyQDQWHULRUXWLOL]DEDHOWpUPLQR³SDUDUHIHULUVH
DODVDOLGDGHXQSURFHVRVLHQGRTXHQRVRORGHEHHQWHQGHUVHSRUXQREMHWR
³ItVLFR´VLQRTXHSXHGHUHVXOWDUHQLQWDQJLEOHVFRPRSRUHMHPSORLQIRUPDFLyQ
FyGLJRGHVRIWZDUHXQFRUWHGHSHORHQRWUDVSDODEUDVXQVHUYLFLR
(VSRUHVWDUD]yQTXHODYHUVLyQGHGHODQRUPD\DGRSWDHO
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
WpUPLQR³SURGXFWRV\VHUYLFLRVSDUDQROLPLWDUVHDOHVWULFWRVHQWLGRGHOD
SDODEUDSURGXFWR
2WUDGH ODV UD]RQHVSRUHOFXDOVHDGRSWDHVWDGLVWLQFLyQHVSDUDGLIHUHQFLDU
3URGXFWRV \ VHUYLFLRV GHQWUR GH XQD RUJDQL]DFLyQ LQFOXVR GH XQ PLVPR
SURFHVR(VKDELWXDOTXHORVSURGXFWRV³ItVLFRV´WHQJDQDOJ~QVHUYLFLRDVRFLDGR
HOFXDOGHEHFXPSOLUWDPELpQFRQUHTXLVLWRVGHOFOLHQWH

x 3DUWHVLQWHUHVDGDVVHLQFRUSRUDHVWHWpUPLQRSDUDQROLPLWDUHODOFDQFHGHO
6LVWHPDGH*HVWLyQGH&DOLGDG~QLFDPHQWHDO&OLHQWH(QODVRUJDQL]DFLRQHV
H[LVWHQGLYHUVRVDFWRUHVTXHQRVRQHOUHFHSWRUGLUHFWRGHOSURGXFWRRVHUYLFLR
SHURGHDOJXQDPDQHUDHVDVDOLGDLPSDFWDHQHOORV&RPSUHQGHUODV
QHFHVLGDGHV\H[SHFWDWLYDVGHHVWDVSDUWHVLQWHUHVDGDVHVXQUHTXLVLWRGHOD
YHUVLyQ\GHEHWHQHUVHHQFXHQWD

x &RQWH[WR6HGHMDGHODGRXQHQIRTXHH[FOXVLYDPHQWHGHGLFDGRDOFOLHQWHGH
ORVSURGXFWRVRVHUYLFLRV\DEUHHOHVSHFWURGHDQiOLVLVGHOHQWRUQRGRQGHVH
GHVHQYXHOYHVXVRSHUDFLRQHV

x 5HSUHVHQWDQWHGHODGLUHFFLyQ%DMRHVWHFRQFHSWRVHFDUJDEDGHFLHUWD
UHVSRQVDELOLGDGDOD$OWDJHUHQFLDVREUHHOKHFKRGHUHQGLUFXHQWDVVREUHHO
VLVWHPDGHJHVWLyQHQODQXHYDYHUVLyQVHLQWURGXFHHOWHUPLQROLGHUD]JRTXH
WUDHDSDUHMDGRODFXDOLGDGGHSRQHUVHDOIUHQWHGHODJHVWLyQ

x 3HQVDPLHQWREDVDGRHQULHVJR2WURSXQWRDGHVWDFDUGHORVFDPELRVDOD
YHUVLyQHVHOHQIRTXHEDVDGRHQULHVJRTXHQRHVRWUDFRVDTXH
SRQGHUDUODSUREDELOLGDGGHRFXUUHQFLDGHXQKHFKR\VXLPSDFWRSDUDWRPDU
DFFLRQHVHQFRQVHFXHQFLD&DGDRUJDQL]DFLyQGHILQHVXVULHVJRVHQUHODFLyQ
DVXDFWLYLGDG\GHEHUiLGHQWLILFDUDTXHOORVTXHUHVXOWHQVLJQLILFDWLYRV

,62 ,62
3URGXFWRV 3URGXFWRV\VHUYLFLRV
'RFXPHQWDFLyQ0DQXDOGHOD
&DOLGDG3URFHGLPLHQWRV
GRFXPHQWDGRV5HJLVWURV
,QIRUPDFLyQGRFXPHQWDGD
$PELHQWHGHWUDEDMR $PELHQWHSDUDODRSHUDFLyQGHORV
SURFHVRV
(TXLSRGHVHJXLPLHQWR\PHGLFLyQ 5HFXUVRVGHVHJXLPLHQWR\
PHGLFLyQ
3URGXFWRVFRPSUDGRV 3URGXFWRV\VHUYLFLRV
VXPLQLVWUDGRVH[WHUQDPHQWH
3URYHHGRU 3URYHHGRUH[WHUQR
([FOXVLRQHV 1RVHXWLOL]DHOWpUPLQR
5HSUHVHQWDQWHGHOD'LUHFFLyQ 1RVHXWLOL]DHOWpUPLQR
Figura 19 – Cambios conceptuales de norma ISO 9001:2015 respecto a la versión anterior.  
Fuente: ISO 9000:2008, ISO 9000:2015 
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
7RGDV ODV RUJDQL]DFLRQHV VLQ LPSRUWDU VX WDPDxR \ DFWLYLGDG VH HQFXHQWUDQ HQ OD
SRVLFLyQREOLJDGDGHWHQHUTXHFXPSOLUFRQXQUHTXLVLWROHJDORQRUPDWLYRSRUHMHPSOR
QRUPDVDPELHQWDOHVGHLPSDFWRHQODVDOXGS~EOLFDQRUPDVGHVHJXULGDGHKLJLHQHGHO
SHUVRQDOQRUPDVLPSRVLWLYDVHWF(OSURFHVRSDUDGDUFXPSOLPLHQWRDHVWDVQRUPDV
UHJXODGDVTXH LPSRQHXQSDtV\HO GHXQDFHUWLILFDFLyQGHXQDQRUPDYROXQWDULD HV
H[DFWDPHQWHLJXDO
$KRUD ELHQ OD DOWD JHUHQFLD KD WRPDGR OD GHWHUPLQDFLyQ GH FHUWLILFDU XQ VLVWHPDGH
JHVWLyQGHFDOLGDGEDMRODQRUPD,62SHUR¢SRUGyQGHVHHPSLH]D"(VWD
HVXQDSUHJXQWDUHFXUUHQWHTXHKDFHQORVGLUHFWLYRVDORVFRQVXOWRUHVGHVLVWHPDVGH
JHVWLyQGHFDOLGDG
(Q SULPHU OXJDU \ SDUD WHQHU XQ SDQRUDPD FRPSOHWR YHUHPRV D JUDQGHV UDVJRV HO
SURFHGLPLHQWRSRUHOTXHYDPRVD WUDQVLWDUKDVWDFRQVHJXLU ODFHUWLILFDFLyQ9HUHPRV
OXHJRTXHHVWHREMHWLYRQRHVHOILQDOGHOSURFHVRVLQRTXHSRGUtDFRQVLGHUDUFRPROD
HQWUDGDR³LQSXW´GHOFLFORFRQWLQXRGHPHMRUD
(VSRVLEOHTXHSRVLEOHGLYLGLUHOSURFHVRJHQHUDOGHFHUWLILFDFLyQHQFXDWUR(WDSDV

Figura 20 – Proceso de certificacion de una norma IRAM ISO 9001 

 (7$3$'(3/$1,),&$&,Ï1'(/6,67(0$'(*(67,21'(
&$/,'$'
&RPRVHDEDUFDUiHQFDStWXORVSRVWHULRUHVUHVXOWDXQHVXQUHTXLVLWRGHODQRUPD,62
TXH WRGRFDPELRHQXQVLVWHPDGHJHVWLyQGHFDOLGDGGHEHVHUSODQLILFDGR $O
RSWDUSRUFHUWLILFDUXQDQRUPDGHFDOLGDGVHGHEHFRPHQ]DUSODQLILFDGRFXDOYDDVHUHO
DOFDQFHGHODFHUWLILFDFLyQKD\TXHGHFLGLUTXpSURFHVRFHUWLILFDUODHODERUDFLyQGHXQ
SURGXFWRXQVHUYLFLRDVRFLDGRDpORELHQWRGRVORVSURFHVRVGHODRUJDQL]DFLyQ
dW
W>E/&//ME>
^'
dW
KhDEd/ME
>^'
/DW>DEd/ME
>^'
Zd/&//ME>
^'
$XGLWRULD,QWHUQD $XGLWRUtD([WHUQD
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
'H DQWHPDQR QR SDUHFH VHU XQD GHFLVLyQ GLItFLO SDUD HO SUHVLGHQWH GH XQDPHGLDQD
HPSUHVD IDPLOLDU HO RSWDU SRU FHUWLILFDU WRGRV VXV SURFHVRV \ RIUHFHU SURGXFWRV \
VHUYLFLRVFRQHOUHVSDOGRGHXQDQRUPDLQWHUQDFLRQDOKDVWDTXHDGYLHUWHTXHQRHVXQ
PHURWUiPLWHDGPLQLVWUDWLYRVLQRXQFDPELRSURIXQGRHQODRUJDQL]DFLyQSRUHOFXDOGHEH
SRQHUDGLVSRVLFLyQORVUHFXUVRVQHFHVDULRV\DVXPLUTXHGHEHDVXPLUVXUROGHOtGHU
SDUDPDQWHQHUORHQIXQFLRQDPLHQWR1RDGYHUWLUORDWLHPSRRQRGDUOHODLPSRUWDQFLDTXH
PHUHFHSXHGHUHVXOWDUHQXQGHVSHUGLFLRGHUHFXUVRV\DTXHQRHVSRVLEOHDOFDQ]DUOD
FHUWLILFDFLyQ \PXFKRPHQRVPDQWHQHU XQ6*& VLQ FRPSURPLVR \ GH VXV OtGHUHV D
WUDYpVODFXOWXUDRUJDQL]DFLRQDO
(V LPSRUWDQWH DFODUDU TXH HQ HVWD LQVWDQFLD VH GHVFULEH FRPR ³UHFXUVRV´ FRPR ORV
PHGLRVQHFHVDULRVSDUDORJUDUODFHUWLILFDFLyQSRUHMHPSORKRQRUDULRVGHFRQVXOWRUtDV
SDJRGHKRUDVH[WUDDORVHPSOHDGRVFDSDFLWDFLRQHVODFUHDFLyQGHXQGHSDUWDPHQWR
GHFDOLGDGKRQRUDULRVHORUJDQLVPRFHUWLILFDGRUHQWUHRWURV+DFLHQGRHVWDDFODUDFLyQ
WDPELpQHV LPSRUWDQWHPHQFLRQDUTXH ODSODQLILFDFLyQGH ORV UHFXUVRV WDPELpQHVXQ
UHTXLVLWRGHOD1RUPD,62\GHEHPDQWHQHUVHFRPRXQDSUiFWLFDKDELWXDOXQDYH]
LPSOHPHQWDGRHOVLVWHPD
2WUDDFFLyQLPSRUWDQWHHQHVWDHWDSDHVODGHGHILQLUHODOFDQFHGHOVLVWHPDGHJHVWLyQ
GH FDOLGDG (O KHFKR GH QR GHOLPLWDU FRUUHFWDPHQWH HO FDPSRGH DFFLyQ GHO VLVWHPD
SXHGHUHVXOWDUHQHOp[LWRRIUDFDVRGHVXLPSOHPHQWDFLyQ6LHPSUHHVUHFRPHQGDEOH
FRPHQ]DU SRU GHILQLU ORV SURFHVRV FUtWLFRV VHJ~Q ODV FDUDFWHUtVWLFDV GH FDGD
RUJDQL]DFLyQ\GHFLGLUFHUWLILFDUVRORDTXHOORVTXHSRUUD]RQHVHVWUDWpJLFDVRSHUDWLYDV
RGHUHQWDELOLGDGPRWLYDURQHOLQLFLRGHHVWHSURFHVR
 (7$3$'('2&80(17$&,Ï1'(/6,67(0$'(*(67,21
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(VWDHWDSDHVODPiVLPSRUWDQWHSDUDHOSURFHVRGHFHUWLILFDFLyQ\VHH[SRQGUiHQPD\RU
GHWDOOH HQ ORV FDStWXORV VLJXLHQWHV &RQVLVWH HQ UHGDFWDU RUJDQL]DU \ FODVLILFDU WRGD
GRFXPHQWDFLyQTXHVHHQFXHQWUHGHQWURGHODOFDQFHGHO6*&/DQRUPD,62OR
GHILQHFRPR³,QIRUPDFLyQ'RFXPHQWDGD´\HVXQUHTXLVLWRPDQWHQHUHVWDLQIRUPDFLyQ
FRQWURODGD\DFWXDOL]DGD
(VLPSRUWDQWHGHVWDFDUTXHODQRUPDQRHVSHFLILFDHOPHGLRHQTXHVHYDDGRFXPHQWDU
\HOORUHVSRQGHDTXHFDGDRUJDQL]DFLyQHVGLVWLQWD\GRFXPHQWDUDOD LQIRUPDFLyQGH
DFXHUGR D VXV DFWLYLGDGHV $OJXQRV HMHPSORV VRQ 0DQXDOHV GH SURFHGLPLHQWRV
HVSHFLILFDFLRQHV WpFQLFDV GH XQ SURGXFWR UHJLVWURV GH LQYHQWDULRV JUDEDFLRQHV GH
YLJLODQFLDUHJLVWURGHWLHPSRV\PRYLPLHQWRVOD\RXWGHXQDSODQWDOLEURGHTXHMDVHQWUH
RWURV
/DGRFXPHQWDFLyQGHEHVHUVXILFLHQWHSDUDFXPSOLUFRQWRGRVORVUHTXLVLWRVGHODQRUPD
\GHEHQVHUORVXILFLHQWHPHQWHIOH[LEOHVSDUDDIURQWDUIXWXURVFDPELRVHQHOVLVWHPDGH
JHVWLyQGHFDOLGDG

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8QDYH]DERUGDGRVWRGRV ORVUHTXLVLWRVGH ODQRUPDVHSURFHGHDSRQHUHQPDUFKD
WRGRVORVUHTXLVLWRVGHODQRUPDDGHFXDUFXHVWLRQHVGHODRUJDQL]DFLyQDOFXPSOLPLHQWR
GHHOORV(VWDHWDSDODVRUJDQL]DFLRQHVSXHGHQHQFDUDUODVDFWLYLGDGHVSRUVXFXHQWD
RELHQFRQWUDWDUXQFRQVXOWRUTXHD\XGHHQEDVHDVXFRQRFLPLHQWRGHODQRUPD\GHOD
H[SHULHQFLDHQRWUDVRUJDQL]DFLRQHVDLPSOHPHQWDUHO6*&
3RU~OWLPRVHYHULILFDVXLPSOHPHQWDFLyQ(QHVWHPRPHQWRHOVLVWHPDHVWiDSUXHED\
GHFRUUHJLUiQORVHUURUHVGHGRFXPHQWDFLyQSURFHGLPLHQWRVUHJLVWURV\WRGRDTXHOORTXH
QRIXHWRPDGRHQFXHQWDDOGRFXPHQWDU1RUHVXOWDHQXQUHTXLVLWRSHURVHVXHOHQKDFHU
DXGLWRUtDVLQWHUQDVRYHULILFDFLRQHVSRUPHGLRGHFRQVXOWRUHVSDUDFRQILUPDUTXHVHKDQ
WUDWDGRWRGRVORVUHTXLVLWRVGHSXQWRVGHODQRUPD
8QDYH]TXHVHFUHHTXHHOVLVWHPDHVWDLPSOHPHQWDGR\VHFXPSOHHOFLFORGHPHMRUD
FRQWLQXD /DQRUPDSUHYpTXH VH UHDOLFHQGRV LQVWDQFLDVGH YHULILFDFLyQDQWHV GH OD
DXGLWRULDGHORUJDQLVPRGHFHUWLILFDFLyQ
x /DUHYLVLyQSRUODGLUHFFLyQ(VGRQGHODDOWDGLUHFFLyQDQDOL]DTXHHVORTXHVH
FXPSOLyGHORTXHVHKDEtDSODQLILFDGRFXPSOLUUHYLVDORVGLVWLQWRVLQGLFDGRUHV
GH JHVWLyQ HYDO~D OD VDWLVIDFFLyQ GHO FOLHQWH FRQWUROD VL ORV UHFXUVRV IXHURQ
XWLOL]DGRVGHPDQHUDHILFLHQWH\VLVHFXPSOLHURQFRQFRPSURPLVRVDVXPLGRV

x /DV$XGLWRUtDV,QWHUQDV4XLHQRILFLHGHDXGLWRULQWHUQRGHO6*&GHEHFRQWDUFRQ
ORVFRQRFLPLHQWRV\ODDFUHGLWDFLyQQHFHVDULDSDUDFXPSOLUHVHURO(QHVWHWLSR
GHDXGLWRUtDVVXHOHQFRLQFLGLUHQPHWRGRORJtDFRQODVTXHUHDOL]DHORUJDQLVPR
FHUWLILFDGRUVRORTXHHQPXFKDPiVSURIXQGLGDG\DTXHWLHQHTXHHYDOXDUWRGRV
ORVUHTXLVLWRVGHODQRUPD$OPHQRVDLQVWDQFLDVGHOSULPHUFHUWLILFDGRHODXGLWRU
LQWHUQRGHEHUtDDYDOXDUWRGRVORVDVSHFWRVGHO6*&SRVWHULRUPHQWHVLQRVHKDQ
SURGXFLGR JUDQGHV FDPELRV HQ HO DOFDQFH SRGUtD HYDOXDU ORV DVSHFWRV
VXSHUILFLDOPHQWH

(O DXGLWRU LQWHUQR HPLWH XQ LQIRUPH GRQGH VH FDWHJRUL]DQ ORV KDOOD]JRV HQ
RSRUWXQLGDGHVGHPHMRUD \QR FRQIRUPLGDGHV GHO VLVWHPDGHJHVWLyQ /DVQR
FRQIRUPLGDGHVGHEHQ WUDWDUVHGHPDQHUDREOLJDWRULDDQWHVGH ODDXGLWRULDGHO
RUJDQLVPRFHUWLILFDGRU\DTXHVRQPDWHULDGHDQiOLVLVSRUHODXGLWRUH[WHUQR/DV
RSRUWXQLGDGHVGHPHMRUDPXHVWUDQGHELOLGDGHVTXHSRGUtDQPHMRUDUVHSHURQR
VRQGHFRUUHFFLyQLQPHGLDWDREOLJDWRULD

(QDOJXQDVJUDQGHVRUJDQL]DFLRQHVGRQGHH[LVWHXQiUHDGHFDOLGDGHODXGLWRU
LQWHUQR SXHGH IRUPDU SDUWH GH ODPLVPD SHUR SRU OR JHQHUDO VH FRQWUDWD GH
PDQHUDH[WHUQD
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62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/XHJRGHTXHHOVLVWHPDVHHQFXHQWUDIXQFLRQDQGR\IXHUDDXGLWDGRODRUJDQL]DFLyQVH
SRQHHQFRQWDFWRFRQXQRUJDQLVPRFHUWLILFDGRUGHODQRUPD,62(QOD$UJHQWLQD
H[LVWHQGLYHUVRVRUJDQLVPRVGHFHUWLILFDFLyQGHQRUPDV,62(QWUHODVPiVUHFRQRFLGDV
VHHQFXHQWUDQ(O,QVWLWXWR$UJHQWLQRGH1RUPDOL]DFLyQ\&HUWLILFDFLyQ,5$0%XUHDX
9HULWDV%94,'HW1RUVNH9HULWDV'19/OR\G
V5HJLVWHU/54$4XDOLW\&HUWLILFDWLRQ
%XUHDXRI&DQDGi4&%\6*6,&6$UJHQWLQD
3HVHDTXHXQFHUWLILFDGR,62HVYiOLGRSDUDFXDOTXLHUSDtVGHOPXQGRTXHFXHQWHFRQ
VXUHSUHVHQWDFLyQODHOHFFLyQHQWUHXQRUJDQLVPRGHFHUWLILFDFLyQXRWURSRUORJHQHUDO
HVWiDVRFLDGRDXQUHTXLVLWRGHOFOLHQWH\DOSDtVGRQGHHORUJDQLVPRFHUWLILFDGRUVHD
PiVUHFRQRFLGR
$ PRGR GH HMHPSOR VXEVLGLDULDV DUJHQWLQDV GH HPSUHVDV PXOWLQDFLRQDOHV VXHOHQ
FHUWLILFDUFRQHOPLVPRRUJDQLVPRTXHVXFDVDPDWUL]SRURWURODGRVLXQDHPSUHVDGH
FDSLWDOHVDUJHQWLQRVDUJHQWLQDGHVWLQDVXSURGXFFLyQFDVLH[FOXVLYDPHQWHDOPHUFDGR
EULWiQLFR HV SUREDEOH TXH RSWH SRU HOHJLU D /OR\GV 5HJLVWUHU FRPR RUJDQLVPR
FHUWLILFDGRU (Q FDPELR VL VH WUDWD GH XQD HPSUHVD TXH FRQFHQWUD VXV DFWLYLGDGHV
SULQFLSDOPHQWHHQHOPHUFDGRDUJHQWLQRVHJXUDPHQWHHOLMDD,5$0VLHQGRDGHPiVGH
VHU HO ~QLFR RUJDQLVPR GH FHUWLILFDFLyQ TXH UHSUHVHQWD D OD DUJHQWLQD HQ IRURV
LQWHUQDFLRQDOHVHVWDPELpQHOPiVUHFRQRFLGRHQHOWHUULWRULRDUJHQWLQR
8QDYH]TXHVHPDQLILHVWDDORUJDQLVPRFHUWLILFDGRUOD LQWHQFLyQGHFHUWLILFDUXQ6*&
EDMRODQRUPD,62VHGDFRPLHQ]DHOSURFHVRGHUHOHYDPLHQWRGHODRUJDQL]DFLyQ
(O RUJDQLVPR FHUWLILFDGRU DQDOL]D SULPHUR GLVWLQWRV IDFWRUHV GH OD RUJDQL]DFLyQ WDOHV
FRPR /D SROtWLFD HO DOFDQFH GHO6*& FDQWLGDG GH SHUVRQDO ORV GLVWLQWRV SURFHVRV
FDQWLGDGGHSURGXFWRVHWF(QEDVHDHVDLQIRUPDFLyQHORUJDQLVPRFHUWLILFDGRUHODERUD
XQSODQGHDXGLWRULDTXHSXHGHGXUDUSRFRVGtDVRLQFOXVRVHPDQDVGHSHQGLHQGRGHO
WDPDxR\FDQWLGDGGHSURFHVRVGHODRUJDQL]DFLyQ
8QDGHODVSULQFLSDOHVWDUHDVGHO$XGLWRUH[WHUQRHVODGHYHULILFDUHOFRUUHFWRGLVHxRGHO
VLVWHPDGHO6*&SRVWHULRUPHQWHUHYLVDUDHORORVLQIRUPHVHPDQDGRVGHODVDXGLWRUtDV
LQWHUQDVVREUHHOVLVWHPDYHULILFDUDODFRPSHWHQFLDGHODXGLWRULQWHUQR\HOWUDWDPLHQWR
GH ODV QR FRQIRUPLGDGHV GHWHFWDGDV VL ODV KXELHUH 3RVWHULRUPHQWH VH YHULILFD HO
FXPSOLPLHQWRGHORVUHTXLVLWRVGHODQRUPDGHPRGRVLPLODUDOGHODDXGLWRUtDLQWHUQD
3URGXFWRGHODVDXGLWRULDVVHJHQHUDXQLQIRUPHGRQGHGHOPLVPRPRGRTXHODDXGLWRUtD
LQWHUQDVHFDWHJRUL]DQORVKDOOD]JRVHQRSRUWXQLGDGHVGHPHMRUD\QRFRQIRUPLGDGHV
6XSRQLHQGRTXHVHGHWHFWHQQRFRQIRUPLGDGHV ODRUJDQL]DFLyQGHEH WUDWDUHVWDVQR
FRQIRUPLGDGHV\HQYLDUVXUHVSXHVWDDORUJDQLVPRFHUWLILFDGRUSDUDTXHFRQVLGHUHVL
IXHURQUHVXHOWDVGHPDQHUDFRUUHFWD\HPLWHHOFHUWLILFDGR
3DUDHOFDVRTXHORVGHVYtRVVHDQPX\LPSRUWDQWHVRTXHUHTXLHUDQGHPXFKRWLHPSR
SDUD FRUUHJLUVH OD RUJDQL]DFLyQ GHEHUi WUDEDMDU QXHYDPHQWH HQ ORV DVSHFWRV
REVHUYDGRV\VROLFLWDUXQDQXHYDDXGLWRUtDH[WHUQDFXDQGRORVKD\DVXEVDQDGR
(V LPSRUWDQWH GHVWDFDU TXH HO RUJDQLVPR FHUWLILFDGRU QR IRUPD SDUWH GHO GLVHxR GHO
VLVWHPD GH JHVWLyQ \ SRU OR WDQWR QR SXHGH GDU LQGLFDFLRQHV GH FyPR DERUGDU OD
FRUUHFFLyQGHXQKDOOD]JRHVWRVHGHEHDODLPSDUFLDOLGDGGHVXUROHQHVWHSURFHVR1R
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VHUtDFRUUHFWRGHVGHXQSXQWRGHYLVWDpWLFRTXHIXHUDHOPLVPRRUJDQLVPRTXLHQGLVHxD
HLPSOHPHQWD\TXLHQDXGLWD\FHUWLILFDHOVLVWHPDGHJHVWLyQGH&DOLGDG
,5$0UHDOL]DGLVWLQWRVWLSRVGHDXGLWRULDGHFHUWLILFDFLyQGHSHQGLHQGRGHODHWDSDGHOD
FHUWLILFDFLyQ
x $XGLWRUtDGH&HUWLILFDFLyQ(WDSD,9HULILFDUHOGLVHxRGHOVLVWHPDGHJHVWLyQHQ
EDVHDOFXPSOLPLHQWRGHORVUHTXLVLWRVGHODQRUPD

x $XGLWRUtDGH&HUWLILFDFLyQ (WDSD ,, \$XGLWRUtDGH5HFHUWLILFDFLyQ9HULILFDU OD
LPSOHPHQWDFLyQHILFD]GHOVLVWHPDGHJHVWLyQHQEDVHDO FXPSOLPLHQWRGH ORV
UHTXLVLWRVGHODQRUPDGHUHIHUHQFLDSDUDRWRUJDUODFHUWLILFDFLyQGHOVLVWHPDGH
JHVWLyQVHJ~QVHHVWDEOHFHHQHO$FXHUGRGH&HUWLILFDFLyQ,5$0GH6LVWHPDVGH
*HVWLyQ

x $XGLWRUtD GH6HJXLPLHQWR (IHFWXDU HO VHJXLPLHQWR GHO VLVWHPD GH JHVWLyQ HQ
EDVH DO FXPSOLPLHQWR GH ORV UHTXLVLWRV GH OD QRUPD GH UHIHUHQFLD VHJ~Q VH
HVWDEOHFHHQHODFXHUGRGH&HUWLILFDFLyQ,5$0GH6LVWHPDVGH*HVWLyQ

x $XGLWRUtD ([WUDRUGLQDULD 9HULILFDU OD HILFDFLD GH ODV DFFLRQHV FRUUHFWLYDV \
FRUUHFFLRQHV TXH FRQILUPHQ OD UHVROXFLyQ GH ODV QR FRQIRUPLGDGHV QR
FRQIRUPLGDGPD\RU \ REVHUYDFLRQHV QR FRQIRUPLGDGPHQRU GH OD DXGLWRUtD
DQWHULRUHQHOVLWLRGHODRUJDQL]DFLyQDXGLWDGD

(VQHFHVDULRDFODUDUTXH/DSULPHUDYH]TXHVHFHUWLILFDHOVLVWHPDGHJHVWLyQGHFDOLGDG
OD DXGLWRUtD FRQVWD GH OD (WDSD , \ OD (WDSD ,, PLHQWUDV TXH SDUD ODV DXGLWRULDV GH
VHJXLPLHQWRVRORVHUHDOL]DODGHVFULWDHQOD(WDSD,,
3RU~OWLPRHVLPSRUWDQWHWHQHUHQFXHQWDTXHODVFDXVDVPiVKDELWXDOHVSDUDTXHVH
GHQLHJXHODFHUWLILFDFLyQVRQ/DIDOWDGHFRQWUROGHORVSURFHVRVGHODRUJDQL]DFLyQ\
SRU OD LQHILFDFLD HQ OD WRPD GH DFFLRQHV FRUUHFWLYDV FXDQGR VH GHWHFWDQ QR
FRQIRUPLGDGHV


 *(67,Ï1'(&$/,'$'(1$5*(17,1$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
(QUDVJRVJHQHUDOHVODQRUPD,62VHHQFXHQWUDGLDJUDPDGDHQGLH]
FDStWXORVORVSULPHURVWUHVFDStWXORVGHILQHQFXHVWLRQHVFRQFHSWXDOHVGHODQRUPD
TXHD\XGDQDVXFRPSUHQVLyQ\DSOLFDFLyQGHXQVLVWHPDGHJHVWLyQGHODFDOLGDG6*&
$SDUWLUGHOFDStWXORVHHQFXHQWUDQORVUHTXLVLWRVH[LJLEOHVSDUDFHUWLILFDUODQRUPDVRQ
DTXHOORVTXH WDQWRHODXGLWRU LQWHUQRGHO6*&FRPRHORUJDQLVPRFHUWLILFDGRU ,5$0
HYDOXDUDQVLODRUJDQL]DFLyQFXPSOHRQRFXPSOHFRQFDGDXQRGHHOORV
(V QHFHVDULR UHFRUGDU TXH DO OHHU OD QRUPD DOJXQRV GH ORV SXQWRV WUDWDGRV HQ ORV
FDStWXORV VRQ GH DSOLFDFLyQ UHFRPHQGDGD SHUR QR REOLJDWRULD FRQ OR FXDO KD\ TXH
GHGLFDUHVSHFLDODWHQFLyQDDTXHOORVTXHODQRUPDVHxDODFRPR³GHEH´SRUHMHPSOR³/D
RUJDQL]DFLyQGHEHGHWHUPLQDU ORVFRQRFLPLHQWRVQHFHVDULRVSDUD ODRSHUDFLyQGHVXV
SURFHVRV\SDUDORJUDUODFRQIRUPLGDGGHORVSURGXFWRV\VHUYLFLRV´,62E
$VLPLVPR HQ PXFKRV UHTXLVLWRV OD QRUPD KDFH UHIHUHQFLD D OD ³LQIRUPDFLyQ
GRFXPHQWDGD´HVWHFRQFHSWRLQFRUSRUDGRDODYHUVLyQDJUXSDDORVGRFXPHQWRV
UHJLVWURVSURFHGLPLHQWRVIRUPXODULRVXRWUDLQIRUPDFLyQGHODFXDOWLHQHTXHH[LVWLUXQD
WUD]DELOLGDG'RVSDODEUDVTXHVRQ LPSRUWDQWHVSDUDFRPSUHQGHU ORVUHTXLVLWRVVREUH
HVWD LQIRUPDFLyQGRFXPHQWDGDVRQ0DQWHQHU\&RQVHUYDU &XDQGRHQ ODQRUPDVH
UHILHUHD³&RQVHUYDUODLQIRUPDFLyQGRFXPHQWDGD´VHHVWiUHILULHQGRDOOHYDUDOJ~QWLSR
GHUHJLVWURHQFDPELRFXDQGRVHUHILHUHD³0DQWHQHULQIRUPDFLyQGRFXPHQWDGD´HVXQ
WLSRGHGRFXPHQWR/DGLIHUHQFLDHQWUHGRFXPHQWR\UHJLVWURHVEiVLFDPHQWHHOIRUPDWR
8QGRFXPHQWROXHJRGHTXHVHFDUJDQGDWRVSDVDDVHUXQUHJLVWURSRUHMHPSORXQ
IRUPXODULRHVWDQGDUL]DGRHQHOTXHVHDQRWDQODVYHQWDVGHOGtDHVXQGRFXPHQWROXHJR
GHFRPSOHWDUODVYHQWDVVHWUDQVIRUPDHQXQUHJLVWUR
(Q FXDQWR D ORV FDStWXORV H[LJLEOHV VH SXHGH DSUHFLDU TXH FXPSOHQ FRQ HO FLFOR GH
PHMRUD FRQWLQXDGH'HPLQJ3ODQLILFDU+DFHU9HULILFDU \$FWXDU6HSXHGHREVHUYDU
JUiILFDPHQWHHVWDRUJDQL]DFLyQGHODQRUPDHQHO$1(;2,9'LVSRVLFLyQGHORVSXQWRV
GHODQRUPD,62
3RU~OWLPRHV LPSRUWDQWHDFODUDUTXHVLELHQVHSUHYpTXHWRGRV ORVUHTXLVLWRVGH OD
QRUPD GHEHQ FXPSOLUVH SRGUtDQ H[LVWLU DOJXQRV TXH QR VRQ DSOLFDEOHV D XQD
RUJDQL]DFLyQ HVSHFtILFDPHQWH (VWDV H[FOXVLRQHV GHEHQ HQFRQWUDUVH GHELGDPHQWH
MXVWLILFDGDV \ GRFXPHQWDGDV \ VRQPDWHULD GH XQ SURIXQGR DQiOLVLV SRU SDUWH GH ORV
$XGLWRUHVGHORUJDQLVPRFHUWLILFDGRU
$FRQWLQXDFLyQVHDQDOL]DUiODQRUPDHQVXVGLIHUHQWHVFDStWXORV

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 (/³&$3Ë78/2´'(/$1250$,62
(OFDStWXORGH ODQRUPDVXHOHSDVDUVHSRUDOWR \DTXHD~QQRHVWiGHILQLHQGR ORV
UHTXLVLWRVVLQHPEDUJRSXHGHVHUGHJUDQXWLOLGDGSDUDFRPSUHQGHUODHVWUXFWXUDGHOD
QRUPD HQ Vt (V LQWHUHVDQWH GHVWDFDU TXH HQ HVWH FDStWXOR VHPHQFLRQD TXH QR HV
LQWHQFLyQTXH WRGRV ORVVLVWHPDVGHJHVWLyQGHFDOLGDG WHQJDQ ODPLVPDHVWUXFWXUD\
WDPSRFRTXHODVRUJDQL]DFLRQHVDGDSWHQRPRGLILTXHQORVGRFXPHQWRVUHJLVWURSDUD
DOLQHDUORVGHODPDQHUDHQTXHVHHVWUXFWXUDODQRUPD
 2%-(72<&$032'($3/,&$&,Ï1
(VWHFDStWXORGHODQRUPD,62HVWiGHVWLQDGRDGHILQLUEUHYHPHQWHHODOFDQFHTXH
YDD WHQHU ODFHUWLILFDFLyQ\HQFXDGUD ORV UHTXLVLWRVFXDQGR ODRUJDQL]DFLyQ ³QHFHVLWD
GHPRVWUDU VX FDSDFLGDG SDUD SURSRUFLRQDU UHJXODUPHQWH XQ SURGXFWR R VHUYLFLR TXH
VDWLVIDJDORVUHTXLVLWRVGHOFOLHQWH\ORVOHJDOHV\UHJODPHQWDULRVDSOLFDEOH´RFXDQGR
³DVSLUDDDXPHQWDUODVDWLVIDFFLyQGHOFOLHQWHDWUDYpVGHODDSOLFDFLyQHILFD]GHOVLVWHPD
LQFOXLGRV ORVSURFHVRVSDUD ODPHMRUDFRQWLQXDGHO VLVWHPD\HODVHJXUDPLHQWRGH OD
FRQIRUPLGDG FRQ ORV UHTXLVLWRV GHO FOLHQWH \ ORV OHJDOHV \ UHJODPHQWDULRV DSOLFDEOHV´
,62E
(V QHFHVDULR GHVWDFDU TXH WRGRV ORV UHTXLVLWRV GH HVWD 1RUPD VRQ JHQpULFRV \ VH
SUHWHQGHTXHVHDQDSOLFDEOHVDWRGDVODVRUJDQL]DFLRQHVVLQLPSRUWDUVXWLSRWDPDxR\
HOSURGXFWRVXPLQLVWUDGRSRURWUDSDUWHHQHVWHDFiSLWHVHDFODUDTXHFXDQGRVHXWLOL]DQ
ORV WpUPLQRVSURGXFWRRVHUYLFLR VHDSOLFDQ~QLFDPHQWHD ORVSURGXFWRVRVHUYLFLRV
GHVWLQDGRVDXQFOLHQWHRVROLFLWDGRVSRUpO
 5()(5(1&,$67e50,126<'(),1,&,21(6
/RVFDStWXORV\GH ODQRUPDKDFHQUHIHUHQFLDGLUHFWDD ORVWpUPLQRV\UHODFLRQHV
FRQFHSWXDOHV KDFLHQGR UHIHUHQFLD D OD QRUPD GHVWLQDGD D WDO ILQ ,62 
$VLPLVPRSRQHHQFRQRFLPLHQWRGHOOHFWRUHOFyPRVHGHEHLQWHUSUHWDUHVWRUWpUPLQRV
HQIXQFLyQDODQRUPD,62
 &217(;72'(/$25*$1,=$&,Ï1
 &RPSUHQVLyQGHOD2UJDQL]DFLyQ\VX&RQWH[WR
/D QRUPD HVWDEOHFH TXH OD RUJDQL]DFLyQ GHEH GHWHUPLQDU ODV FXHVWLRQHV H[WHUQDV H
LQWHUQDVTXHVRQSHUWLQHQWHVSDUDVXSURSyVLWR\VXGLUHFFLyQHVWUDWpJLFD\TXHDIHFWDQ
DVXFDSDFLGDGSDUDORJUDUORVUHVXOWDGRVSUHYLVWRVGHVX6*&\UHDOL]DUHOVHJXLPLHQWR
\ODUHYLVLyQGHODLQIRUPDFLyQVREUHHVWDVFXHVWLRQHVH[WHUQDVHLQWHUQDV
(Q OD FLHQFLD GH OD $GPLQLVWUDFLyQ HO DQiOLVLV GH FRQWH[WR VH FRQRFH WDPELpQ FRPR
DQiOLVLVGHODPELHQWHLQWHUQR\H[WHUQR7RGDRUJDQL]DFLyQWLHQHVXDPELHQWHTXHHVHO
HVSDFLRGRQGHVHGHVHQYXHOYHHVWiDIHFWDGRSRUXQDPXOWLSOLFLGDGGHIDFWRUHV(QHO
GHQRPLQDGR DPELHQWH H[WHUQR VH HQFXHQWUDQ ORV FRPSHWLGRUHV SURYHHGRUHV \ ORV
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
FOLHQWHVHQWUHRWURV(QHODPELHQWHLQWHUQRVHHQFXHQWUDQHOSHUVRQDOHOGLUHFWRULROD
HVWUXFWXUDRUJDQL]DFLRQDO OD&XOWXUDGH ODRUJDQL]DFLyQ OD7HFQRORJtDGLVSRQLEOH ORV
VLVWHPDVGHLQIRUPDFLyQHWF
3URFHVRV GH WRPD GH GHFLVLyQ 7DPELpQ VH GHEH WHQHU HQ FXHQWD HO GHQRPLQDGR
DPELHQWHRHQWRUQRJHQHUDOTXHVHHQFXHQWUDLQFOXVRPiVDOOiGHODPELHQWHH[WHUQR\
UHVSRQGH D IDFWRUHV GHO WLSR 7HFQROyJLFRV VRFLR FXOWXUDOHV HFRQyPLFRV SROtWLFRV \
JOREDOHV
/DQRUPDUHTXLHUHTXHVH LGHQWLILTXHQ WRGRVHVRV IDFWRUHV\HQWHQGHUFyPRSXHGHQ
LQIOXHQFLDUDODRUJDQL]DFLyQSHURWDPELpQFRPRODRUJDQL]DFLyQSXHGHLQIOXHQFLDUHO
HQWRUQR$VLPLVPRHQFXDQWRDODGLUHFFLyQHVWUDWpJLFDHOFRQWH[WRGHODRUJDQL]DFLyQ
GHEHUtDHVWDUDOLQHDGRFRQODVSROtWLFDVODPLVLyQ\YLVLyQGHODRUJDQL]DFLyQ
([LVWHQ YDULRV PpWRGRV TXH VH SXHGHQ XWLOL]DU SDUD DQDOL]DU HO FRQWH[WR GH OD
RUJDQL]DFLyQ8QDKHUUDPLHQWDPX\XWLOL]DGDHQ OD FLHQFLDGH ODDGPLQLVWUDFLyQHV OD
PDWUL]
x )2'$)RUWDOH]DV±2SRUWXQLGDGHV±'HELOLGDGHV\$PHQD]DV

x 0RGHORGHODV)XHU]DVGH3RUWHU

x $QiOLVLV3(673(67(/(VWDKHUUDPLHQWDVHGHQRPLQDDVtSRUODVLQLFLDOHVGH
ORVIDFWRUHVGHODPELHQWHH[WHUQRDQDOL]DGRV3ROtWLFRV(FRQyPLFRV6RFLDOHV\
7HFQROyJLFRV'HSHQGLHQGRGHOWLSRGHRUJDQL]DFLyQVHVXHOHQLQFOXLUDGHPiV
ORVIDFWRUHV(FROyJLFRV\/HJDOHVDQTXpHQODPD\RUtDGHORVFDVRVVHORVVXHOH
LQFOXLUORVHQDOJXQDGHODVYDULDEOHVDQWHULRUPHQWHPHQFLRQDGDV

(VWH PRGHOR DSRUWD LQIRUPDFLyQ SDUD OXHJR DUPDU XQ )2'$ )RUWDOH]DV ±
RSRUWXQLGDGHV±GHELOLGDGHVDPHQD]DVSXHGHVXUJLURWURWLSRGHDQiOLVLVHVWDV
VRQODVPiVXWLOL]DGDV
/DQRUPDHVWDEOHFHTXHWLHQHQTXHVHUSHUWLQHQWHVSDUDODRUJDQL]DFLyQSRUOR
WDQWRQRFRQGLFLRQDHOPpWRGRXWLOL]DGRVHYXHOYHDQRWDU ODXQLYHUVDOLGDGGH
HVWDQRUPD

 &RPSUHQVLyQ GH ODV QHFHVLGDGHV \ H[SHFWDWLYDV GH ODV
SDUWHV LQWHUHVDGDV
(QHVWHSXQWRODQRUPDUHTXLHUHTXHVHLGHQWLILTXHQODVSDUWHVLQWHUHVDGDV(QJUDQGHV
RUJDQL]DFLRQHV Vp LQFOX\HQ ORV SURJUDPDV GH UHVSRQVDELOLGDG VRFLDO HPSUHVDULD
&RQRFHUHVWDVQHFHVLGDGHVGHODVSDUWHVLQWHUHVDGDVTXHLQIOXHQFLDQDODHPSUHVDR
SXHGHQYHUVHLQIOXHQFLDGDV\VREUHWRGRHQWHQGHUFyPRJHVWLRQDUODVHVIXQGDPHQWDO
SDUDOXHJRHVIRU]DUVHHQFXPSOLU
$O DVRFLDU ORV FRQFHSWRV GH SDUWHV LQWHUHVDGDV QHFHVLGDGHV \ H[SHFWDWLYDV
SUREDEOHPHQWHORSULPHURTXHYLHQHDODPHQWHVRQORVFOLHQWHV\HVFLHUWRHVXQDSDUWH
LQWHUHVDGDTXHQRGHEHGHVFXLGDUVHSHURH[LVWHQRWUDVLJXDOGHLPSRUWDQWHV
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$PRGRGHHMHPSORXQFDVRUHDOTXHVHOHSUHVHQWRDXQDXGLWRUGH,5$0VHxDODXQD
IiEULFDWXERVSOiVWLFRVTXHSRUXQDFXHVWLyQGHFRVWRV\GHQXHYDVUHJODPHQWDFLRQHV
OD DOWD GLUHFFLyQ GHFLGLy PXGDU VX SODQWD SULQFLSDO XELFDGD HQ FDSLWDO IHGHUDO D XQD
ORFDOLGDGXELFDGDDNPFRQIiFLODFFHVRDODUXWDSRUFDOOHVGHWLHUUD$ODVSRFDV
VHPDQDVGH LQDXJXUDGD ODSODQWD OD ]RQD VH YLRDIHFWDGDSRU XQD IXHUWH OOXYLD3RU
VXSXHVWR HO IDFWRU GH OD FDOOH GH WLHUUD HVWDED FRQWHPSODGR HQ ORV SODQHV VH KDEtD
FDOFXODGRTXHODWUDFFLyQQHFHVDULDGHORVFDPLRQHVFDUJDGRVHUDVXILFLHQWHHQODIORWD
DFWXDO /R TXH QR VH FRQWHPSOy HV TXH TXH ORV YHFLQRV GHO EDUULR WHUPLQDURQ
PDQLIHVWiQGRVHHQODSXHUWDGHODIiEULFDEORTXHDQGRHODFFHVRHLPSLGLHQGRHQLQJUHVR
\ OD VDOLGD GH ORV FDPLRQHV /D UD]yQ IXH TXH OD FRQVWDQWH HQWUDGD \ VDOLGD GH ORV
FDPLRQHVGHVWUXtDQ ODFDOOHGHWLHUUD LPSLGLHQGRTXHRWURVYHKtFXORVGHPHQRUSRUWH
SXHGDQFLUFXODU
(VWH HMHPSOR UHVDOWD OD LPSRUWDQFLD GH LGHQWLILFDU WRGDV ODV SDUWHV LQWHUHVDGDV
SRVLEOHPHQWHHVWH³SLTXHWH´HQODSXHUWDGHODIiEULFDUHVXOWRHQGHPRUDVHQODVHQWUHJDV
SDUDXQFOLHQWHFODYHHLQFOXVRHQHOSHRUGHORVFDVRVODSpUGLGDGHFOLHQWHVWDPELpQ
VHSXGLHURQYHUDIHFWDGRVORVFKRIHUHVGHORVFDPLRQHVTXHVHYLHURQHQYXHOWRVHQOD
PDQLIHVWDFLyQ\SRUTXpQRORVSURYHHGRUHVTXHTXL]iVQRSXGLHURQHQWUHJDUPDWHULD
SULPDDVXFOLHQWH
8QD IRUPD SRVLEOH GH DERUGDU HVWH UHTXLVLWR UHFDH HQ KDFHU XQ UHOHYDPLHQWR XQ
VHJXLPLHQWR\XQDUHYLVLyQFRQVWDQWHSDUDVDEHUTXHVHHVWiFXPSOLHQGRTXHQRVH
HVWiFXPSOLHQGR\TXHVHSRGUtDPHMRUDU

 'HWHUPLQDFLyQ GHO DOFDQFH GHO VLVWHPD GH *HVWLyQ GH
&DOLGDG
&XDQGRVHKDEODGH6LVWHPDVGHJHVWLyQGHOD&DOLGDG6*&iPELWRGHOVLVWHPDGH
JHVWLyQGHFDOLGDGVHGHILQHODVDFWLYLGDGHVRSURGXFWRVRVHUYLFLRVTXHVXPLQLVWUDOD
RUJDQL]DFLyQHOiPELWRGRQGHVHVXPLQLVWUD\SDUDTXLHQHVVHVXPLQLVWUD
“El alcance de un sistema de gestión puede incluir la totalidad de la organización, 
funciones específicas e identificadas de la organización, secciones específicas e 
identificadas de la organización, o una o más funciones dentro de un grupo de 
organizaciones” ,62D
3DUWLFXODUPHQWHHQJUDQGHVRUJDQL]DFLRQHVVHVXHOHOLPLWDUHODOFDQFHGHO6*&VRORD
XQVHFWRUGHODRUJDQL]DFLyQSRUHMHPSORFHUWLILFDUHOSURFHVRGHFRPSUDVRFHUWLILFDU
ODIDEULFDFLyQGHOSURGXFWRPiVYHQGLGR
/LPLWDU HO DOFDQFH D ORV VHFWRUHV SURGXFWRV R VHUYLFLRV FODYH DO PHQRV HQ HWDSDV
LQLFLDOHV SXHGH VHUYLU SDUD LQFRUSRUDU SDXODWLQDPHQWH DO 6*& HQ OD FXOWXUD GH OD
RUJDQL]DFLyQ 7HQLHQGR FRQWURODGRV ORV DVSHFWRV LPSRUWDQWHV HQ SRV GH OD PHMRUD
FRQWLQXDVHSXHGHH[SDQGLUHODOFDQFHHQSUy[LPDVFHUWLILFDFLRQHV
$OGHILQLUHODOFDQFHWDPELpQVHGHEHWHQHUHQFXHQWDPHQFLRQDUDTXHOORVUHTXLVLWRVTXH
QRSXHGHQFXPSOLUVHSRUQRDSOLFDUDXQDRUJDQL]DFLyQHVSHFLILFD(V LPSRUWDQWHQR
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
WRPDUHVWDVH[FOXVLRQHVDODOLJHUD\DTXHSRUODXQLYHUVDOLGDGGHODQRUPDVHVXSRQH
TXHWRGDVODVRUJDQL]DFLRQHVGHEHUtDQSRGHUFXPSOLUORV6LVHGHWHFWDTXHXQUHTXLVLWR
QRHVDSOLFDEOHGHEHUiIXQGDPHQWDUVHGHELGDPHQWH
6LVHSRQHGHOODGRGHOFOLHQWHHVWHDVSHFWRHVWDPELpQLPSRUWDQWH\DTXHHODOFDQFH
GHO6*&YDDVHUORTXHHVWHSXEOLFDGRGHEDMRGHOVHOOR,5$0GHFHUWLILFDFLyQ
0XFKDV YHFHV VH SXHGHQ REVHUYDU HWLTXHWDV R SXEOLFLGDGHV GH SURGXFWRV GRQGH
PDQLILHVWDQHVWDUFHUWLILFDGRVEDMRODVQRUPDV,62DOYHUGHWHQLGDPHQWHHOVHOOR
GH FHUWLILFDFLyQ VH SXHGH YHU TXH TXL]iV VROR HO SURFHVR GH ORJtVWLFD HV HO TXH VH
HQFXHQWUDFHUWLILFDGR\QRHOSURGXFWRHQVtPLVPR
(QODYHUVLyQGHODQRUPDVHUHTXHUtDLQFOXLUHODOFDQFHHQHOGHQRPLQDGRPDQXDO
GHFDOLGDGODYHUVLyQQRHVSHFLILFDGRQGHGHEHHVWDULQFOXLGRSHURHQSULQFLSLR
SDUD PDQWHQHUOR GRFXPHQWDGR WHQGUtD VHQWLGR TXH VH LQFOX\HUD HQ XQ GRFXPHQWR
VLPLODUDOPHQFLRQDGR

 6LVWHPDGH*HVWLyQGH&DOLGDG\VXVSURFHVRV
$OR ODUJRGHODQRUPDVHYHUiTXHHVWHHVXQRGHORVSXQWRVSULQFLSDOHVGHILQHTXH
KDFHODRUJDQL]DFLyQTXHSURFHVRVWLHQH\FRPRVHUHODFLRQDQFRPRIXHURQGHILQLGRV
HVRV SURFHVRV \ FRPR VH HQWLHQGHQ 'HWHUPLQDU HQWUDGDV VDOLGDV VHFXHQFLD GHO
SURFHVRHLQWHUDFFLyQGHOPLVPRORVFULWHULR\PpWRGRVXWLOL]DGRVLQGLFDGRUHVHWF<SRU
VXSXHVWRGHVLJQDUUHVSRQVDELOLGDGHVRGXHxRVGH ORVSURFHVRV WLHQHQTXHHVWDUHQ
FRQVWDQWHHYDOXDFLyQSDUDDVHJXUDUODPHMRUDGHORVPLVPRVFXPSOLHQGRFRQHOFLFOR
3ODQLILFDU+DFHU9HULILFDU±$FWXDU
/D QRUPD QR HVSHFLILFD OD IRUPD GH GRFXPHQWDU HO SURFHVR SHUR XQD KHUUDPLHQWD
SRVLEOHUHVXOWDVHUHOPDSDGHSURFHVRVSDUDGHVFULELUODLQWHUDFFLyQGHODVDFWLYLGDGHV
(OPDSDGHSURFHVRVLGHQWLILFDORVGLIHUHQWHVDFWLYLGDGHV\SURFHVRVGHODRUJDQL]DFLyQ
\ORVRUGHQDSDUDVHJXLUXQDVHFXHQFLD
6H SXHGHQ GLVWLQJXLU  WLSRV R FODVHV GH SURFHVRV TXH VH LGHQWLILFDQ ORV SURFHVRV
SULQFLSDOHV R GH UHDOL]DFLyQ TXH UHVSRQGHQ DO ¢SDUD TXp" ([LVWH OD RUJDQL]DFLyQ
,GHQWLILFDQGRORVUROHVGHOLGHUD]JRTXHGHEHQHPDQDUGHODDOWDGLUHFFLyQGHILQLHQGR
REMHWLYRVSROtWLFDV\UHFXUVRV
2WURVSURFHVRVVRQDTXHOORVTXHVXPLQLVWUDQDORVSURFHVRVSULQFLSDOHVTXHVHOODPDQ
SURFHVRV GH VRSRUWH R SR\R SRU HMHPSOR OD FRQWUDWDFLyQ GH UHFXUVRV KXPDQRV
PDQWHQLPLHQWRHLQIUDHVWUXFWXUDVLVWHPDVHWFGHSHQGLHQGRGHODRUJDQL]DFLyQ
(OHOHPHQWRGHHQWUDGD\ODVDOLGDGHWRGDODFDGHQDGHSURFHVRVTXHVHLQFOX\HQHQ
HVWHSURFHVRSULQFLSDOVLHPSUHODGHILQHHO&OLHQWH8QUHVXOWDGRGHVHDGRVHORJUDPiV
HILFLHQWHPHQWHFXDQGRORVUHFXUVRVUHODFLRQDGRVVHPDQHMDQFRPRSURFHVRV
6LHPSUHHVQHFHVDULRUHODFLRQDUWRGRVHVWRVSURFHVRVFRQHOFLFOR3+9$

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 /,'(5$=*2
 /LGHUD]JR\FRPSURPLVR
/DQRUPDLQGLFDTXHODDXWRULGDGPi[LPDHQHO6LVWHPDGH*HVWLyQGH&DOLGDG6*&
GHEH GHPRVWUDU OLGHUD]JR \ FRPSURPLVR $ HVWD DXWRULGDG OD GHQRPLQD FRPR $OWD
GLUHFFLyQ
³/DDOWDGLUHFFLyQGHEHUHQGLUFXHQWDVGHODHILFDFLDGHO6*&´/DWUDGXFFLyQDOHVSDxRO
GHODQRUPDLQWHUQDFLRQDOIXHU]DDLQWHUSUHWDUHOUHTXLVLWRFRPRXQKHFKRFRQVXPDGR
SRUHOFXDOKD\TXHGDUH[SOLFDFLRQHVSHURQRHVDVt(VWHUHTXLVLWRGHEHUtDHQWHQGHUVH
FRPRTXHODPi[LPDDXWRULGDGWLHQHTXHWHQHUFRQRFLPLHQWRVREUHORVDVSHFWRVFODYH
GHO VLVWHPD GH JHVWLyQ GH FDOLGDG SRU HMHPSOR SROtWLFDV SURFHVRV DOFDQFH QR
FRQIRUPLGDGHVHWFSHURQRH[SRQHUVHDQWHGHELOLGDGHVTXHSXGLHUDQSUHVHQWDUVH
(QODYHUVLyQDQWHULRUGHODQRUPDSDUHFtDODILJXUDGHXQUHSUHVHQWDQWHGHODGLUHFFLyQ
TXHYHQGUtDDVHUXQYtQFXORHQWUHHVWDDOWDGLUHFFLyQ\ODUHYLVLyQGHOVLVWHPDGHJHVWLyQ
GH OD FDOLGDG (Q OD YHUVLRQD DFWXDO VH HOLPLQD HVWD ILJXUD \ VH UHFDUJD WRGD OD
UHVSRQVDELOLGDGDODVPi[LPDVDXWRULGDGHVGHODRUJDQL]DFLyQ
8QDVSHFWRFDOYHSXQWRHVTXHODDOWDGLUHFFLyQGHEHDVHJXUDUVHGHTXHVHWUDVPLWDOD
SROtWLFD \ D VX YH] TXH HVWD VH HQFXHQWUH DOLQHDGD FRQ ORV SURFHVRV UHFXUVRV \ OD
LQWHJUDFLyQGHOVLVWHPDGHJHVWLyQGHFDOLGDGHQHOQHJRFLR
/RVDXGLWRUHVGHORUJDQLVPRFHUWLILFDGRUVXHOHQYHULILFDUTXHH[LVWDFRKHUHQFLDHQWUHOD
SROtWLFD \ ORV LQGLFDGRUHV GHO 6*& +D VXFHGLGR SRU HMHPSOR TXH HQ SROtWLFDV TXH
DERJDQ OD SHUPDQHQWH FDSDFLWDFLyQ GHO SHUVRQDO ILQDOPHQWH VH SXGR YHULILFDU OD
FDSDFLWDFLyQGHXQDVSRFDVSHUVRQDVHQSXHVWRVGHPD\RUMHUDUTXtD
3RU~OWLPRHVQHFHVDULRTXHVHGHPXHVWUH ODUHVSRQVDELOLGDGGH ODDOWDGLUHFFLyQHQ
WUDVPLWLUHOHQIRTXHEDVDGRHQSURFHVRV\SURPRYHUODPHMRUDFRQWLQXD

 (QIRTXHDO FO LHQWH
6LHQGRXQSULQFLSLRGHOD&DOLGDGHVUHVSRQVDELOLGDGGHODDOWDGLUHFFLyQLGHQWLILFDUTXLHQ
HVHO&OLHQWH\FXiOHVVRQVXVUHTXLVLWRV\H[SHFWDWLYDV\FRPRDXPHQWDUVXVDWLVIDFFLyQ
(QFLHUWDVRUJDQL]DFLRQHVQRWRGRHOTXHTXLHUDFRPSUDUWLHQHSRUGHIHFWRTXHVHUXQ
FOLHQWH HQ RFDVLRQHV UHVXOWD QHFHVDULR HOHJLU ELHQ TXLHQHV YDQ D VHU ORV FOLHQWHV \
HVWDEOHFHUODVFRQGLFLRQHV
$VLPLVPR VH GHEH DERUGDU ORV ULHVJRV \ RSRUWXQLGDGHV TXH SXHGHQ DIHFWDU OD
FRQIRUPLGDGVREUHORVSURGXFWRV\VHUYLFLRVEULQGDGRVDILQGHPHMRUDUODH[SHULHQFLD
GHOFOLHQWHFRQODRUJDQL]DFLyQ
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 3ROtW LFD
6HSRGUtDGHFLUTXHODSROtWLFDGHFDOLGDGHVXQDGHODVKHUUDPLHQWDVPiVLPSRUWDQWH
SDUDWUDVPLWLUORVREMHWLYRVDWRGDODRUJDQL]DFLyQ3DUDHO6*&ODSROtWLFDGHEHVHUOD
EDVHSDUDHVWDEOHFHUORVREMHWLYRVGHFDOLGDG\HVWRVREMHWLYRVGHEHQGHVSUHQGHUVHORV
GLVWLQWRVLQGLFDGRUHVGHSURFHVRVORVFXDOHVVHWUDGXFHQHQDFFLRQHV
/DSROtWLFDWLHQHTXHHVWDUHVWUHFKDPHQWHUHODFLRQDGDDODGLUHFFLyQHVWUDWpJLFDGHOD
RUJDQL]DFLyQHQWHQGLpQGRVHSRUHVWUDWHJLDDOGHODUJRSOD]RRJHQHUDOSDUDHOORJURGH
XQ REMHWLYR GH HVD PDQHUD VH SXHGH JDUDQWL]DU TXH VH DOFDQFHQ ORV REMHWLYRV
IXQGDPHQWDOHV REWHQLHQGR YHQWDMD GHO DQiOLVLV GHHQWRUQRSUHYLR SDUD LGHQWLILFDU ODV
RSRUWXQLGDGHV\DPHQD]DV
)DELROD0LUDYDOUHVXPHODUHODFLyQHQWUHODDOWDGLUHFFLyQODHVWUDWHJLD\ODSROtWLFDGHOD
VLJXLHQWHPDQHUD³/DSROtWLFDGHFDOLGDGGHEHGDUHOPDUFRGHUHIHUHQFLDDORVREMHWLYRV
HVWUDWpJLFRV LQGLFDU OD GLUHFFLyQ HVWUDWpJLFD D VHJXLU SRU WRGRV ORV PLHPEURV GH OD
RUJDQL]DFLyQSDUDDOFDQ]DUGLFKRVREMHWLYRVHLQFOXLUHOFRPSURPLVRGHODDOWDGLUHFFLyQ
GHSURYHHUORVUHFXUVRVQHFHVDULRVSDUDDOFDQ]DUORV´0LUDYDO


 5ROHV UHVSRQVDELO LGDGHV \ DXWRULGDGHV HQ OD
RUJDQL]DFLyQ
/D QRUPD LQGLFD TXH OD DOWD GLUHFFLyQ GHEH DVHJXUDUVH GH TXH VH DVLJQHQ ODV
DXWRULGDGHV QLYHOHV GH PDQGR \ VXV UHVSRQVDELOLGDGHV \ TXH HVWRV UROHV VH
FRPXQLTXHQDWRGDODRUJDQL]DFLyQ
/D KHUUDPLHQWD FRP~QPHQWH XWLOL]DGD SDUD DERUGDU HVWH UHTXLVLWR GH OD QRUPDHV HO
FRUUHFWRGLVHxRRUJDQL]DFLRQDO\HORUJDQLJUDPDIXQFLRQDO

 3/$1,),&$&,Ï1
 $FFLRQHVSDUDDERUGDU5LHVJRV\RSRUWXQLGDGHV
(OULHVJRHVHOHIHFWRGH OD LQFHUWLGXPEUHSRU ORJHQHUDOVH ORDVRFLDFRPRXQIDFWRU
QHJDWLYR SHUR VHGHEH FRQVLGHUDU TXHH[LVWHHO ULHVJRSRVLWLYR HVWRHVD OR TXHVH
FRQRFHFRPRRSRUWXQLGDGHV
/DQRUPDH[LJHDERUGDU\HYDOXDUHVWRVULHVJRV\RSRUWXQLGDGHVSDUDDVHJXUDUTXHHO
6*& SXHGD ORJUDU ORV UHVXOWDGRV SUHYLVWRV PDUD SUHYHQLU R UHGXFLU ORV HIHFWRV QR
GHVHDGRV\DXPHQWDUORVHIHFWRVGHVHDEOHV\DVtORJUDUODPHMRUD
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&RPR\DVHKDDQDOL]DGRDOSODQLILFDUVHWLHQHHQFXHQWDORVUHTXLVLWRVGHODVSDUWHV
LQWHUHVDGDVHOFRQWH[WRGHODRUJDQL]DFLyQ\TXHHVFHQDULRVSRGUtDQSUHVHQWDUVH(V
QHFHVDULR PHQFLRQDU TXH ODV DFFLRQHV WRPDGDV SDUD DERUGDU ORV ULHVJRV \
RSRUWXQLGDGHVGHEHQVHUSURSRUFLRQDOHVDOLPSDFWRSRWHQFLDOHQODFRQIRUPLGDGGHORV
SURGXFWRV\VHUYLFLRV
8QDKHUUDPLHQWDTXHVXHOHXWLOL]DUVHSDUDDERUGDU ORV ULHVJRV\RSRUWXQLGDGHVHVHO
$QiOLVLVPRGDOGH)DOORV\(IHFWRV$0)((OREMHWLYRGHHVWHPpWRGRHVLGHQWLILFDUORV
SRVLEOHV ULHVJRV \ SRQGHUDUORV SRU OD SUREDELOLGDG GH RFXUUHQFLD \ HO LPSDFWR R OD
VHYHULGDGTXHUHSUHVHQWDDODRUJDQL]DFLyQTXHVHPDQLIHVWDUDHVHULHVJR
8QD YH] LGHQWLILFDGRV \ SRQGHUDGRV VHSXHGHRSWDU SRUGRVFDPLQRV LGHQWLILFDUOR \
WRPDUXQDGHFLVLyQSDUDPLWLJDUORRSDUDUHGXFLUVX LPSDFWRGHPDQLIHVWDUVHRELHQ
GHMDUTXHVXFHGDDVXPLUHOULHVJR(VWDVDFFLRQHVGHEHQTXHGDUGRFXPHQWDGDVVHJ~Q
HOWLSRGHRUJDQL]DFLyQODLGHQWLILFDFLyQGHORVULHVJRVGHEHVHUPiVH[KDXVWLYDFRPR
VHU SRU HMHPSOR OD LQGXVWULD DHURQiXWLFD GRQGH VH HVWDEOHFHQ SURWRFRORV SDUD ORV
GLVWLQWRVHYHQWRVSRVLEOHV
3RU~OWLPR ODQRUPD UHTXLHUHHYDOXDUVL ODVDFFLRQHV WRPDGDV IXHURQHIHFWLYDV VLHO
KHFKRRFXUULyHIHFWLYDPHQWHVHHYDOXDUiVLHOLPSDFWRIXHVLPLODUDOHVSHUDGRRVLODV
PHGLGDVTXHVHWRPDURQSRUPLWLJDUHVHLPSDFWRIXHURQFRUUHFWDVSHURVLHOKHFKRQR
VHSURGXMRVHUiQHFHVDULRUHHYDOXDUQXHYDPHQWHHVWRVULHVJRV


 2EMHWLYRVGHODFDO LGDG\3ODQLI LFDFLyQSDUD ORJUDUORV
/DQRUPDUHTXLHUHHVWDEOHFHUORVREMHWLYRVGH&DOLGDGSDUDSRGHUPHGLUILQDOPHQWHVLVH
KDQ DOFDQ]DGR R QR (VWRV REMHWLYRV DGHPiV GH VHU FRKHUHQWHV FRQ OD SROtWLFD GH
FDOLGDG GHEHQ VHU PHGLEOHV FXDQWLILFDEOHV \ FRPSDUDEOHV $VLPLVPR WLHQHQ TXH
UHVSRQGHUDORTXHODRUJDQL]DFLyQVHSURSRQHDOFDQ]DUDOLPSOHPHQWDUXQ6LVWHPDGH
*HVWLyQGH&DOLGDG6*&'HHVWRVREMHWLYRVVHHVWDEOHFHUiQLQGLFDGRUHVGHJHVWLyQ
(O REMHWLYR GH OD FDOLGDG WLHQH TXH HYDOXDU OD FDOLGDG GHO SURGXFWR SRU HMHPSOR XQ
DXPHQWRHQ ODVYHQWDVQRHVHQVtPLVPRXQREMHWLYRGHFDOLGDGVL ORVHULDDOJXQRV
HMHPSORVGHREMHWLYRVGHFDOLGDGVRQDGHFXDUODWHFQRORJtDGHODSODQWDHQXQODSVRGH
PHVHV EULQGDU FDSDFLWDFLyQD ORV YHQGHGRUHV VREUH ODV FXDOLGDGHVGHOSURGXFWR
FXPSOLUFRQORVWLHPSRVGHHQWUHJDHVWDEOHFLGRVSDUDFDGDFDVRHWF
&XDQGRVHHVWDEOH]FDQ LQGLFDGRUHVGHJHVWLyQVREUHHVRVREMHWLYRV ODQRUPD LQGLFD
TXH KD TXH GRFXPHQWDUORV 8QD IRUPD VHQFLOOD HV OOHYDU XQ UHJLVWUR GH LQGLFDGRUHV
GRQGHVHHVSHFLILTXHHOREMHWLYRDFXPSOLUHOPRGRGHFiOFXORODSHULRGLFLGDGGHDQiOLVLV
GHHVWHLQGLFDGRU\ODVDFFLRQHVTXHVHYDQDOOHYDUDFDERVHJ~QHOUHVXOWDGR
3RUHMHPSOR8QREMHWLYRGHFDOLGDGSRGUtDVHUHOUHGXFLUHOWLHPSRHQWUHODUHFHSFLyQGH
ODRUGHQGHFRPSUD\ODHQWUHJDHIHFWLYDGHOSURGXFWRODRUJDQL]DFLyQKDDFRUGDGRFRQ
VXVFOLHQWHVXQ WLHPSRGHHQWUHJDPi[LPRGHGtDVKiELOHV(VWH LQGLFDGRUVHYDD
PHGLUWULPHVWUDOPHQWH(OPRGRGHFiOFXORSRGUtDVHUHOWLHPSRHQGtDVKiELOHVGHVGH
 *(67,Ï1'(&$/,'$'(1$5*(17,1$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
ODUHFHSFLyQGHODRUGHQGHFRPSUDKDVWDODHQWUHJDFRPRHODQiOLVLVHVWULPHVWUDOVHUi
HOSURPHGLRGHWRGDVODVHQWUHJDVGHOWULPHVWUH/DVDFFLRQHVDHVWDEOHFHUSRGUtDQVHU
x  DGtDV6HORJUDDOFDQ]DUHOHVWiQGDU
x GtDV6HJHQHUDXQD2SRUWXQLGDGGHPHMRUDDILQGHGHWHUPLQDUODVFDXVDV
ODHILFDFLD
x ! GtDV 6H JHQHUD XQD QR FRQIRUPLGDG HQ OD SUHVWDFLyQ GHO VHUYLFLR GRQGH
GHEHUiQGHWHUPLQDUVHODVFDXVDV\JHQHUDUDFFLRQHVFRUUHFWLYDVSDUDSUHYHQLU
TXHYXHOYDQDRFXUULU
$ LQVWDQFLDV GH OD UHYLVLyQ SRU OD GLUHFFLyQ SRGUtD HVSHFLILFDUVH VL DOJ~Q HYHQWR QR
FRQWHPSODGRWXYRDOJXQDLQFLGHQFLDVREUHHOUHVXOWDGRGHHVWHLQGLFDGRUSRUHMHPSOR
XQGHVDEDVWHFLPLHQWRGHFRPEXVWLEOHTXHGXUyXQRVSRFRVGtDVSHURTXHGHPRURWRGDV
ODVHQWUHJDVHQHOSHULRGRDQDOL]DGR(QHVWHFDVRSRGUiFRQVLGHUDUVHVLHVWHULHVJR
DPHULWDVHUDERUGDGRSDUDJDUDQWL]DUODFDOLGDGGHOVHUYLFLRGHHQWUHJD

 3ODQLI LFDFLyQGHORVFDPELRV
7RGRVORVFDPELRVTXHVHSURGX]FDQHQHO6LVWHPDGH*HVWLyQGH&DOLGDG6*&OXHJR
GHVXLPSOHPHQWDFLyQGHEHQVHUSODQLILFDGRV
3DUDHO6*&HVQHFHVDULRHQWHQGHUFXiOHVHOSURSyVLWRGHORVFDPELRVVLVHWLHQHQORV
UHFXUVRVGLVSRQLEOHVSDUDOOHYDUORVDGHODQWHTXLHQHVVHUiQORVUHVSRQVDEOHVGHJXLDU
HVHFDPELRFXDOHVHOWLHPSRTXHYDDOOHYDU ODLPSOHPHQWDFLyQGHHVWRVFDPELRV\
FXDOHVSRGUiQVHUVXVFRQVHFXHQFLDV1XHYDPHQWHFDGDYH]TXHVHSLHQVHHQFDPELDU
XQ6*&UHTXLHUHLQHOXGLEOHPHQWHXQDQiOLVLVGHODFRQVHFXHQFLDGHGLFKRVFDPELRV

 $32<2
(VWH FDStWXOR GH OD QRUPD GHVDUUROOD D JUDQGHV UDVJRV ORV SURFHVRV GH DSR\R TXH
QHFHVLWDQORVSURFHVRVSULQFLSDOHVGHODRUJDQL]DFLyQ&RPLHQ]DDGHILQLUFyPRVHYDQ
DOOHYDUDFDERORVSURFHVRVHQWURGHODRUJDQL]DFLyQ

 5HFXUVRV
/RTXHSODQWHDFRPRUHTXLVLWRHVTXHVHDVHJXUHGHFRQWDUFRQODFDQWLGDGGHUHFXUVRV
QHFHVDULRVSDUDOOHYDUDGHODQWHORVSURFHVRVGHQWURGHOVLVWHPDGH*HVWLyQGH&DOLGDG
6*&(VQHFHVDULRHYDOXDUVLORVUHFXUVRVDFWXDOHVVRQVXILFLHQWHVSDUDHOORJURGH
ORVREMHWLYRV\HQFLHUWRVFDVRVVHUHTXLHUHHVWLPDUORVUHFXUVRVIXWXURV
3RUHMHPSORXQDHPSUHVDSXHGHHVWDEOHFHUFRPRXQREMHWLYRGHFDOLGDGHIHFWXDUODV
HQWUHJDV HQ XQ SOD]R QR PD\RU D  GtDV KiELOHV SHUR ¢FXHQWD UHDOPHQWH FRQ ORV
 &5,67,$1+085$12
UHFXUVRVQHFHVDULRV"(VPiVKDELWXDOGHORTXHVHSLHQVDTXHODVHPSUHVDVFRPHWDQ
HOHUURUGHHVWDEOHFHUREMHWLYRVGHFDOLGDGPX\DPELFLRVRVDOFHUWLILFDUSRUSULPHUDYH]
\ TXH OXHJR GH PXFKDV QR FRQIRUPLGDGHV VH WHUPLQH SRU FRQWUDHUOR \ DGHFXDUOR D
REMHWLYRVPiVUHDOHV(VWRQRGHEHUtDSDVDUHQXQ6*&LPSOHPHQWDGR\OOHJDGRHOFDVR
GHFDVRGHHQFRQWUDUVHHQHVDVLWXDFLyQVHGHEHUtDDGHFXDUODFDOLGDGGHORVSURGXFWRV
\VHUYLFLRVDODFDSDFLGDGGHUHFXUVRVTXHODRUJDQL]DFLyQGLVSRQH
$FRQWLQXDFLyQVHGHVFULELUiQDTXHOORVUHFXUVRV\ODLQWHUDFFLyQFRQORVSURFHVRVTXH
ODQRUPDUHTXLHUHVHPDQWHQJDQEDMRFRQWURO
 3HUVRQDVHLQIUDHVWUXFWXUD
/DVSHUVRQDVVRQXQUHFXUVRYLWDQHQODVRUJDQL]DFLRQHVWDQWRTXHHQHVWRVWLHPSRV
VHHVWiFDPELDQGRHOSDUDGLJPDGHYHUD ODVSHUVRQDVFRPRXQPHUR UHFXUVRSDUD
GDUOHHODWULEXWRGHFDSLWDOVHORVXHOHGHQRPLQDU³FDSLWDOKXPDQR´HVGHFLUTXHVRQODV
SHUVRQDVTXLHQHVDSRUWDQYDORUDODRUJDQL]DFLyQ
(VWDQRUPDLQWHUQDFLRQDOD~QWLHQHTXHPHMRUDUHQHVWHDVSHFWRHOKHFKRGHFRQVLGHUDU
D ODVSHUVRQDVFRPRXQ UHFXUVRQRKDFHPiVTXHVDFDUD OD OX]VXVRUtJHQHVHQHO
FDPSR GH OD HVWDQGDUL]DFLyQ LQGXVWULDO 6LQ HPEDUJR D HIHFWRV GH REWHQHU OD
FHUWLILFDFLyQ FDGD RUJDQL]DFLyQ WLHQH OD OLEHUWDG GH HVWDEOHFHU OD SROtWLFD GH FDSLWDO
KXPDQR TXH FUHD PiV FRQYHQLHQWH OD QRUPD VROR UHTXLHUH FRQWDU FRQ HO SHUVRQDO
QHFHVDULR
8QHMHPSORGHODLPSRUWDQFLDGHDVHJXUDUVHHVWHUHFXUVRSRGUtDVHUODSUREOHPiWLFDGH
DOJXQDV HPSUHVDV SRU OD DOWD URWDFLyQ GHO SHUVRQDO HQ HVWH FDVR OD HPSUHVD GHEH
HVWDEOHFHU ORVSURFHGLPLHQWRVQHFHVDULRVSDUDDVHJXUDUVHTXHHVWD URWDFLyQQRYDD
LQWHUIHULUFRQHOORJURGHORVREMHWLYRV\WDPSRFRDIHFWDUODVDWLVIDFFLyQGHOFOLHQWH
2WUR GH ORV UHFXUVRV TXH GHEH DVHJXUDUVH OD RUJDQL]DFLyQ HV FRQWDU FRQ OD
LQIUDHVWUXFWXUD DGHFXDGD SDUD OOHYDU D FDER VXV SURFHVRV /D LQIUDHVWUXFWXUD SXHGH
LQFOXLU HGLILFLRV \ VHUYLFLRV DVRFLDGRV D HOORV FRPR HO PDQWHQLPLHQWR HTXLSR
LQIRUPiWLFR KDUGZDUH \ VRIWZDUH HTXLSRV HOpFWULFRV FRPR PDTXLQDULDV WDPELpQ
UHFXUVRVGHWUDQVSRUWHWHFQRORJtDVGHODLQIRUPDFLyQ\FRPXQLFDFLyQH[LVWHQWHVHWF

 $PELHQWHGHFRQWUROSDUDODRSHUDFLyQGHORVSURFHVRV
(ODPELHQWHGRQGHVHGHVDUUROODQORVSURFHVRVGHODRUJDQL]DFLyQGHEHVHUDGHFXDGR
SDUDORJUDUODFRQIRUPLGDGGHORVSURGXFWRV\VHUYLFLRV6RQWRGRVDTXHOORVIDFWRUHVVRQ
DTXHOORVIDFWRUHVKXPDQRVFRPRORVVRFLDOHV\SVLFROyJLFRV\ORVIDFWRUHVItVLFRVWDOHV
FRPRODLOXPLQDFLyQQLYHOGHUXLGRWHPSHUDWXUDIOXMRGHDLUHHQWUHRWURVTXHDIHFWDQ
GLUHFWDPHQWHDORVSURGXFWRV\VHUYLFLRV
ORVIDFWRUHVItVLFRVVRQORVPiVVHQFLOORVGHGHWHFWDU\GHDERUGDUVLSRUHMHPSORHQOD
LQGXVWULDDOLPHQWLFLDVHQHFHVLWDUHDOL]DUDOJ~QSURFHVRGHQWURGHXQDFiPDUDIULJRUtILFD
OD WHPSHUDWXUDGHEHVHUPRQLWRUHDGDSDUDJDUDQWL]DU ODFRQWLQXLGDGGH ODFDGHQDGH
UHIULJHUDFLyQ
 *(67,Ï1'(&$/,'$'(1$5*(17,1$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&RQWURODU ORV IDFWRUHV ItVLFRV UHVXOWD VHQFLOOR GHVGHHO SXQWRGH YLVWD GHO VLVWHPDGH
JHVWLyQGH ODFDOLGDG 6*& LQFOXVRQRVXHOHQSUHVHQWDUVHGLILFXOWDGHVDOGHWHUPLQDU
FyPR HVWRV IDFWRUHV LQIOX\HQ VREUH ORV WUDEDMDGRUHV HO YHUGDGHUR GHVDItR SDUD ODV
RUJDQL]DFLRQHVHVLGHQWLILFDUORVIDFWRUHVVRFLDOHV\SVLFROyJLFRVGHODVSHUVRQDV
8QDKHUUDPLHQWDTXHSXHGHXWLOL]DUVHSDUDFXPSOLUFRQHVWHUHTXLVLWRGHODQRUPDVRQ
ODV HQFXHVWDV GH FOLPD ODERUDO DQyQLPDV $Vt FRPR VH KDFHQ HYDOXDFLRQHV GH
GHVHPSHxR D QLYHO MHUiUTXLFR GHVFHQGHQWH VH SXHGH HVWDEOHFHU XQD FRPXQLFDFLyQ
DVFHQGHQWHSRUHVWDYtD
7DPELpQHVLPSRUWDQWHTXHODDOWDGLUHFFLyQWRPHDFFLRQHVHQFRQVHFXHQFLDDORVGDWRV
REWHQLGRV,QFOXVRVLVHUHFLEHQVXJHUHQFLDVPX\VXSHUILFLDOHVWDPELpQHVXQLQGLFDGRU
GHFOLPDODERUDOSRUHMHPSORHQHOiUHDGHYHQWDVGHXQDHPSUHVDGHVHUYLFLRVWRGRV
ORVOXQHVODHPSUHVDRIUHFtDPHGLDOXQDVGHPDQWHFDDORVHPSOHDGRV/DHQFXHVWDGH
VDWLVIDFFLyQDUURMRTXHYDULRVYHQGHGRUHVVXJHUtDQTXHIXHUDQPHGLDOXQDVGHJUDVDR
IDFWXUDV (VWR GHPXHVWUD OD FRQIRUPLGDG FRQ RWURV DVSHFWRV PiV UHOHYDQWHV GHO
DPELHQWHGHWUDEDMR
(OHIHFWR+DZWKRUQH
(QWUHORVDxRV\HOVRFLyORJR\SVLFyORJRDXVWUDOLDQR(OWRQ0D\RFRQGXMR
XQDVHULHGHH[SHULPHQWRVHQODIiEULFD:HVWHUQ(OHFWULF&RPSDQ\GH+DZWKRUQH:RUNV
FRQHOREMHWRGHGHWHUPLQDU ODH[LVWHQFLDGHXQDUHODFLyQHQWUHODSURGXFWLYLGDG\ ODV
FRQGLFLRQHVOXPtQLFDVGHODPELHQWHGHWUDEDMR
(OH[SHULPHQWRFRQVLVWLyHQGLYLGLUDGRVJUXSRVGHWUDEDMDGRUHVXQJUXSRWUDEDMRFRQ
ODV PLVPDV FRQGLFLRQHV OXPtQLFDV \ RWUR JUXSR GRQGH ORV H[SHULPHQWDGRUHV LEDQ
DSDJDQGR ODV OXFHV JUDGXDOPHQWH $PERV JUXSRV HUDQ VXSHUYLVDGRV SRU ORV
H[SHULPHQWDGRUHVTXLHQHVUHDOL]DEDQSUHJXQWDVVREUHHODPELHQWHGHDILQGHREWHQHU
GDWRVSDUDH[SHULPHQWR
(OUHVXOWDGRIXHTXHODSURGXFFLyQVHLQFUHPHQWyHQDPERVJUXSRVGHWUDEDMRFRQWUDULR
DORTXHVHHVSHUDED\DTXHXQJUXSRVHYLRSHUMXGLFDGRSRUXQDPELHQWHGHWUDEDMR
LQDGHFXDGR)LQDOPHQWHVHFRQFOX\yTXHODFDXVDIXHHOPLVPRHODPELHQWHFRQWURODGR
\ D OD SUHVHQFLD GH ORV H[SHULPHQWDGRUHV OR TXH DXPHQWR OD SURGXFFLyQ HQ DPERV
JUXSRVORVWUDEDMDGRUHVVDEtDQTXHHUDQREMHWRGHXQH[SHULPHQWR
6LQHPEDUJRWUDVHOH[SHULPHQWRVHHQWUHYLVWyDORVWUDEDMDGRUHVTXHKDEtDQIRUPDGR
SDUWHGHOH[SHULPHQWR\EULQGDURQXQDSHUVSHFWLYDGLVWLQWD$OSUHJXQWDUOHVVREUH ODV
SUiFWLFDVGHODVXSHUYLVLyQ\PRUDOGHOWUDEDMRSDUDORVWUDEDMDGRUHVHOIDFWRUTXHWXYR
PiV LQFLGHQFLD HQ HO DXPHQWR GH OD SURGXFFLyQ IXH OD PHMRUD GH ODV UHODFLRQHV
SHUVRQDOHVHQWUHVXVSDUHV\ODGLUHFFLyQDVLPLVPRGHVWDFDQHODXPHQWRHQGHORVIOXMRV
GHFRPXQLFDFLyQGHQWURGHODRUJDQL]DFLyQFDXVDGRVSRUHOPLVPRH[SHULPHQWRORTXH
IRPHQWDEDXQDDFWLWXGSRVLWLYD\FRODERUDWLYDHQHODPELHQWHGHWUDEDMR
(QFRQFOXVLyQVHSXGRPHMRUDUHODPELHQWHGHWUDEDMR\HQFRQVHFXHQFLDODFDOLGDGGHO
SURGXFWR\VHUYLFLRWUDVHVFXFKDUODVLGHDV\SURSXHVWDVGHORVWUDEDMDGRUHV
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 5HFXUVRVGHPHGLFLyQ\VHJXLPLHQWR
+D\TXHYHULILFDUODVDOLGDGHORVSURFHVRV\SDUDHVRKDFHQIDOWDUHFXUVRVGHPHGLFLyQ
SDUDHVWDEOHFHUTXHHOSURGXFWRWHUPLQDGRGHOSURFHVRFXPSOHFRQODVQHFHVLGDGHV\
H[SHFWDWLYDVGHOFOLHQWHTXHYDOHODSHQDUHFRUGDUQRQHFHVDULDPHQWHWLHQHTXHVHUHO
FOLHQWHILQDOVLQRRWURSURFHVR
(Q ODV HPSUHVDV PDQXIDFWXUHUDV HVWRV UHFXUVRV GH PHGLFLyQ VRQ PiV IiFLOHV GH
LGHQWLILFDUSXHGHQVHUXQDEDODQ]DXQIOX[yPHWURXQWHUPyPHWURXQGHQVtPHWURHWF
/DQRUPDHVWDEOHFHTXHWLHQHQTXHVHUDGHFXDGRVSDUDPHGLUHOSURGXFWR\HQFLHUWRV
FDVRV TXH FXPSOD FRQ ODV QRUPDV GH FDOLEUDFLyQ \PDQWHQLPLHQWR SDUD DVHJXUDU OD
H[DFWLWXGGHORVGDWRV
(Q ODV HPSUHVDV GH VHUYLFLRV HO LQVWUXPHQWR GH PHGLFLyQ SRGUtD VHU ORV PLVPRV
UHTXLVLWRVGHLQJUHVRVLHOSURGXFWRHVSRUHMHPSORXQLQIRUPHGHDXGLWRUtDVHWLHQH
TXHHVWDEOHFHUXQIRUPDWRWLSRGHOHWUDSDSHOHQFXDGHUQDFLyQ\XQDSHUVRQDFRQWUROH
TXHVHFXPSODQHVWRVDVSHFWRVDQWHVGHTXHVHHQYLpDOFOLHQWH
 &RQRFLPLHQWRGHODRUJDQL]DFLyQ
(VWHSXQWRHVXQDQXHYDLQFRUSRUDFLyQDODYHUVLyQ\ORTXHVHEXVFDHVTXHORV
FRQRFLPLHQWRV HO OODPDGR ³.QRZ+RZ´ GHO QHJRFLR GRFXPHQWDUOR \ WUDVPLWLUOR SDUD
KDFHUORSHUGXUDU/DVHPSUHVDVGHVWLQDQJUDQGHVFDQWLGDGHVGHGLQHURHQFDSDFLWDFLyQ
HVWXGLRVGHPHUFDGRHVHQFLDOPHQWHQRGHEHUtDTXHGDUHVDLQIRUPDFLyQVRORHQPDQRV
GHDOJXQDVSHUVRQDVGHEHTXHGDUGHDOJXQDIRUPDGHQWURGHODRUJDQL]DFLyQ
/RTXHVHLQWHQWDHYLWDUHVWUDVPLWLUODLQIRUPDFLyQSRUHOFRP~QPHQWHFRQRFLGR³ERFD
HQERFD´/DRUJDQL]DFLyQKDDSUHQGLGRDORODUJRGHORVDxRVFRPRKDFHUGHWHUPLQDGDV
WDUHDVSDUDREWHQHUHOPHMRUUHVXOWDGRSRVLEOH
8QDKHUUDPLHQWDSDUDXWLOL]DUSXHGHVHUHOGLVHxRGHPDQXDOHVGHSURFHGLPLHQWRV(Q
HOFDVRGHXQFXUVRRFDSDFLWDFLyQSRGUtDTXHGDUJXDUGDGRHOPDWHULDOGHQWURGHXQD
OLEUHUtD GLJLWDO GHQWUR GH OD RUJDQL]DFLyQ SDUD TXH FXDOTXLHU RWUR HPSOHDGR SXHGD
FRQVXOWDUOR

 &RPSHWHQFLDGHORVUHFXUVRV
/DQRUPD,62GHILQHFRPSHWHQFLDFRPR³/DFDSDFLGDGSDUDDSOLFDUFRQRFLPLHQWRV
\KDELOLGDGHVFRQHOILQGHORJUDUUHVXOWDGRVSUHYLVWRV´
(VWi UHODFLRQDGR DO DQiOLVLV \ GHVFULSFLyQ GH SXHVWRV GRQGH GHEHQ GHILQLUVH ODV
FRPSHWHQFLDV\QRVRORORVUHTXLVLWRVFRPRSRUHMHPSORWHQHUXQWtWXORSURIHVLRQDOSDUD
ODQRUPD,62ORLPSRUWDQWHHVHYDOXDUODFDSDFLGDGSDUDGHVDUUROODUHVDWDUHDODV
HYDOXDFLRQHVGHGHVHPSHxR
&XDQGRDOJXLHQQR WLHQH ODFRPSHWHQFLDQHFHVDULDHVSRVLEOHHVWDEOHFHUXQSODQGH
IRUPDFLyQ HYDOXDQGR ODV FRPSHWHQFLDV \ ORV UHFXUVRV H[LVWHQWHV PXFKDV GH ODV
IRUPDFLRQHVVHUHDOL]DUiQGLUHFWDPHQWHHQHOSXHVWRGHWUDEDMRRWUDVHPSUHVDVSXHGHQ
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
HQYLDUDVXVDWRPDUFXUVRVSHURVXFHGHTXHQRVLHPSUHOREULQGDGRHQXQFXUVRDSOLFD
SDUDXQSXHVWRHVSHFLILFR,QFOXVRORV(VWRVSODQHVGHIRUPDFLyQSXHGHQVHULQWHUQRV\
TXHVHOOHYHQDFDERSRUUHXQLRQHVGHWUDEDMRFRQHPSOHDGRVPiVH[SHULPHQWDGRVTXH
WUDQVPLWDQHVDVFRPSHWHQFLDV
/DSUy[LPDHWDSDHVTXHHVWDIRUPDFLyQVHDHILFD]\ODQRUPDUHTXLHUHTXHVHHYDOXp
GRFXPHQWH\UHJLVWUH8QDIRUPDGHFXPSOLUFRQHVWHUHTXLVLWRTXL]iVEXURFUiWLFDHV
GLVHxDUSHUILOHVGHSXHVWRVTXHHVWpQGRFXPHQWDGRVFRQUHTXLVLWRV\FRPSHWHQFLDV
HVWDEOHFHU XQ SODQ GH IRUPDFLyQ UHJLVWUDU OD IRUPDFLyQ UHFLELGD FXUVRV VHPLQDULRV
IRUPDFLyQLQWHUQD\UHDOL]DUXQDHYDOXDFLyQVREUHVXWUDEDMRFRQVLGHUDQGRVLDSOLFRORV
FRQRFLPLHQWRVQHFHVDULRV

 &RPXQLFDFLyQ
/D RUJDQL]DFLyQ GHEHU HVWDEOHFHU GHQWUR GH VXV SURFHGLPLHQWRV ODV VLJXLHQWHV
FXHVWLRQHV
x ¢4XpVHFRPXQLFD"
x ¢&XiQGRVHFRPXQLFD"
x ¢$TXLpQVHFRPXQLFD"
x ¢&yPRVHFRPXQLFD"
x ¢4XLpQFRPXQLFD"
(VLPSRUWDQWHGHVWDFDUTXHODFRPXQLFDFLyQWLHQHTXHGHILQLUVHDLQVWDQFLDVGHOGLVHxR
RUJDQL]DFLRQDO \ SRVWHULRUPHQWH GHEH UHSOLFDUVH HQ FDGD XQR GH ORV SURFHVRV
GRFXPHQWDGRVSDUDHYLWDUTXHODLQIRUPDFLyQVHDRSRUWXQD\QRH[LVWDHOGHQRPLQDGR
5XLGRHQODFRPXQLFDFLyQ
 ,QIRUPDFLyQGRFXPHQWDGD
$ORODUJRGHODQRUPDHGHILQHTXpUHTXLVLWRVGHEHWHQHULQIRUPDFLyQGRFXPHQWDGDR
UHJLVWUDGD\TXHHVWpGLVSRQLEOHSDUDFXPSOLUFRQVXVSURFHVRV&RPR\GHTXpIRUPD
VH YD D GRFXPHQWDU HVWD LQIRUPDFLyQ OR GHILQH OD SURSLD RUJDQL]DFLyQ 3DUD
GRFXPHQWDUOD HVWD LQIRUPDFLyQ GHEH HVWDU HWLTXHWDGD GH PDQHUD GH IDFLOLWDU VX
XELFDFLyQ
/DLGHQWLILFDFLyQGHHVWRVGRFXPHQWRVWLHQHTXHVHUORPiVFODURSRVLEOHSDUDIDFLOLWDUHO
DFFHVRD WRGD ODRUJDQL]DFLyQSXHGHSUHVHQWDUVHHQFXDOTXLHU IRUPDWRSRUHMHPSOR
LGLRPDYHUVLyQGHVRIWZDUHJUiILFRVSHURWDPELpQORVPHGLRVHQORVTXHVHSUHVHQWDQ
\HVWRYDDGHSHQGHUGLUHFWDPHQWHGHOWLSRGHRUJDQL]DFLyQFRPRVHUSDSHODUFKLYR
GLJLWDOIRWRVYLGHRVHWF(VWDLQIRUPDFLyQGHEHVHUVLHPSUHDSUREDGD\UHYLVDGDFDGD
YH] TXH VH FUHD R VH PRGLILFD XQ GRFXPHQWR \ DVHJXUDUVH GH TXH HVD YHUVLyQ
DFWXDOL]DGDVHDOD~QLFDGLVSRQLEOHSDUDWRGDODRUJDQL]DFLyQ

 (O UXLGR HQWHQGLGR FRPR SHUWXUEDFLyQ HQ OD LQIRUPDFLyQ TXH KDFH TXH HVWD QR OOHJXH FRQ
FODULGDGGHOHPLVRUDOUHFHSWRU
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/DVRSHUDFLRQHVGHORVSURFHVRVGHQWURGHODRUJDQL]DFLyQWLHQHQTXHUHVSRQGHUDOFLFOR
GHPHMRUDFRQWLQ~DGDGRTXHHVXQSURFHVRHQVtPLVPR
/D RUJDQL]DFLyQ GHEH HVWDEOHFHU UHTXLVLWRV SDUD ORV SURGXFWRV \ VHUYLFLRV DQWHV GH
HQWUHJDUXQSURGXFWRVHGHEHQHVWDEOHFHUODVFDUDFWHUtVWLFDVGHHVWHSURGXFWRWDPELpQ
VHGHILQHQFRQTXpUHFXUVRVVHYDDOOHYDUDFDER6HHVWDEOHFHQSXQWRVGHFRQWUROTXH
YDDWHQHU
$FRQWLQXDFLyQVHDQDOL]DUiQORVDVSHFWRVPiVUHOHYDQWHV
 &RQWUROGH ORVSURFHVRV
 SURGXFWRV\VHUYLFLRVVXPLQLVWUDGRVH[WHUQDPHQWH
$FRUGHDORH[SOLFDGRHQHOSULQFLSLR1GH³*HVWLyQGHODVUHODFLRQHVODQRUPDUHTXLHUH
TXHVHFRQVLGHUHQDORVSURYHHGRUHVFXDQGRLQFLGHRIRUPDSDUWHGHXQSURFHVR
1RHVQHFHVDULRHYDOXDUDWRGRVORVSURYHHGRUHVGHODRUJDQL]DFLyQSHURVLDTXHOORV
TXHVHFRQVLGHUHQFUtWLFRV3DUDLGHQWLILFDUORVHVLPSRUWDQWHGHWHUPLQDUVXSDUWLFLSDFLyQ
HQODVDFWLYLGDGHVGHODRUJDQL]DFLyQUHVXOWDQGRXQSURYHHGRUFULWLFRVLORVSURGXFWRV
SURFHVRVRVHUYLFLRVTXHSRVHHQXQDGHODVVLJXLHQWHVFDUDFWHUtVWLFDV
x (VWiQGHVWLQDGRVDLQFRUSRUDUVHGHQWURGHORVSURSLRVSURGXFWRV\VHUYLFLRVGH
ODRUJDQL]DFLyQSRUHMHPSORSURYHHGRUHVGHPDWHULDVSULPDVPDQWHQLPLHQWR
GHOHGLILFLRHWF
x 3URYHHQGLUHFWDPHQWHDORVFOLHQWHVHQQRPEUHGHODRUJDQL]DFLyQ3RUHMHPSOR
XQD HPSUHVD GH FREUDQ]DV GH FDIHWHUtD ORJtVWLFD D YHFHV HO VHUYLFLR GH
YLJLODQFLDTXHUHFLEHDORVFOLHQWHVHQODVVXFXUVDOHVEDQFDULDV(WF
x 8Q SURFHVR R XQD SDUWH GHO SURFHVR HV SURSRUFLRQDGR H[WHUQDPHQWH FRPR
UHVXOWDGRGHXQDGHFLVLyQGH ODRUJDQL]DFLyQ3RUHMHPSORFXDQGRVHGHFLGH
WHUFHUL]DUHOiUHDGHYHQWDV
)DELROD 0LUDEDO VRVWLHQH TXH ³SDUD JDUDQWL]DU HO FRQWURO GH ORV SURYHHGRUHV OD
RUJDQL]DFLyQ GHEH DVHJXUDUVH TXH KD\D XQD EXHQD FRPXQLFDFLyQ FRQ ORV
SURYHHGRUHVGHPDQHUDTXHHVWHFRQR]FDSHUIHFWDPHQWHFXDOHVVRQORVUHTXLVLWRV
GHORVSURFHVRVSURGXFWRV\VHUYLFLRVTXHGHEHQSURSRUFLRQDU\FRPRGHEHQVHU
DSUREDGRV´0LUDYDO
3DUDHYDOXDUDXQSURYHHGRUVHHVWDEOHFHQFULWHULRVVHJ~QVXQLYHOGHFULWLFLGDG\
UHVSHFWRDOYROXPHQGHFRPSUDVODHYDOXDFLyQGHEHUHDOL]DUVHSHULyGLFDPHQWH



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 &RQWURO GH ODVVDO LGDVGHSURGXFWRVQRFRQIRUPHV
7RGRVORVSURGXFWRV\VHUYLFLRVWLHQHQTXHHVWDULGHQWLILFDGRVVHSXHGHYHUHVWRFXDQGR
DOJXQDVHPSUHVDVHVWDPSDQHOQ~PHURGHORWHHQVXVSURGXFWRVVLELHQQRORLGHQWLILFDQ
LQGLYLGXDOPHQWHORLGHQWLILFDQSRUORWHVGHPXFKRVSURGXFWRV,QFOXVRGHVSXpVGHKDEHU
VLGRHQWUHJDGRDOFOLHQWH
8QH[SHGLHQWHHQXQMX]JDGRHVXQSURGXFWR\WLHQHTXHVHUWUD]DGR+D\FDVRVTXHQR
VH SXHGHQ LGHQWLILFDU ORV SURGXFWRV LQGLYLGXDOPHQWH SHUR VH GHEH FXPSOLU FRQ HO
SULQFLSLRGH3UHVHUYDFLyQHVGHFLUVHGHEHDVHJXUDUTXHODVDOLGD
3RUHMHPSORWLHQHTXHHVWDUGHILQLGRHQTXpFRQGLFLRQHVVHYDDDOPDFHQDUHOSURGXFWR
WHUPLQDGRHQTXpOXJDUSRUFXDQWRWLHPSRDTXHWHPSHUDWXUDHWF6HGHEHDVHJXUDUOD
SUHVHUYDFLyQGHODVDOLGDGHOSURFHVRSULQFLSDO
$OPRPHQWRGHHQWUHJDUHOSURGXFWRRVHUYLFLRHVQHFHVDULRFRQVLGHUDU ORVUHTXLVLWRV
OHJDOHV\UHJODPHQWDULRV\ODVSRWHQFLDOHVFRQVHFXHQFLDVQRGHVHDGDVDVRFLDGRVFRQ
HVRVSURGXFWRVRVHUYLFLRV3RUHMHPSORXQDHPSUHVDGHYHQWDDOSRUPHQRUOHFRPSUD
D XQ SHTXHxR SURGXFWRU XQ SRUFHQWDMH LPSRUWDQWH GH VX SURGXFFLyQ HO SHTXHxR
SURGXFWRU\DQRWLHQHFRQWUROVREUHGRQGHVHYDQDFRPHUFLDOL]DUVXVSURGXFWRVQLDTXp
SUHFLR(QFDVRVH[WUHPRVVHSRGUtDYHUDIHFWDGDODLPDJHQGHODRUJDQL]DFLyQVLVH
DVRFLDUQHJDWLYDPHQWHDOSURGXFWRDFDXVDGHOXVRLQGHELGR
(Q HVWD LQVWDQFLD D~Q QR VH OLEHUy HO SURGXFWR SHUR ORVPHFDQLVPRV GH FRQWURO GHO
VLVWHPDGHJHVWLyQGHFDOLGDGDUURMDURQTXHHVHQRFXPSOHFRQORVUHTXLVLWRVGHOFOLHQWH
FRQODVHVSHFLILFDFLRQHVWpFQLFDVRFRQORVUHTXLVLWRVOHJDOHV(QWRQFHV¢TXpSDVDFRQ
HVHSURGXFWR"(QDOJXQRVFDVRVHVSRVLEOHTXHVHHMHFXWHXQVXESURFHVRTXHFRQVLVWD
HQ UHSURFHVDU HO SURGXFWR WHUPLQDGR SRU HMHPSOR VL HO SURGXFWR HV XQ LQIRUPH GH
DXGLWRUtD\DQWHVGHOLEHUDUORVHFRQWUROD\VHYHULILFDTXHHVWiPDOHVFULWRHOQRPEUHGHO
FOLHQWHQRSUHVHQWDPD\RULQFRQYHQLHQWHFRUUHJLUOR\YROYHUORDLPSULPLU(QRWURVFDVRV
HO SURFHVR HV PiV FRPSOHMR LQFOXVR LPSRVLEOH GH UHSURFHVDU FRPR HO FDVR GHO
SUHSDUDGRGHDOJXQRVFRPSXHVWRVTXtPLFRV
'HWHFWDQGRODQRFRQIRUPLGDGGHPDQHUDLQWHUQD\UHWHQLHQGRHOSURGXFWRDQWHVGHVX
OLEHUDFLyQ R ELHQ UHDOL]DU ODV FRUUHFFLRQHV QHFHVDULDV DQWHV GHHQWUHJDU HO SURGXFWR
SHUPLWHHYLWDUTXHODQRFRQIRUPLGDGVHRULJLQHSRUXQUHFODPRDOFOLHQWHVLQHPEDUJR
HVWHGHVYLyQRGHEHVHUWRPDGRDODOLJHUD\GHEHUiWUDWDUVHFRPRXQDQRFRQIRUPLGDG
1RFRQIRUPLGDG
/DQRUPDHVWDEOHFHTXHGHEHQLGHQWLILFDU ODVFDXVDVGHWRGDV ODVQRFRQIRUPLGDGHV
SDUDKDFHUOR\DVHKDQGHVFULWRHQHOPDUFRWHyULFRKHUUDPLHQWDVSDUDDERUGDUSRUTXp
RFXUUHQHVWDVQRFRQIRUPLGDGHV

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 6HJXLPLHQWRPHGLFLyQDQiOLVLV\HYDOXDFLyQ
6LJXLHQGRFRQHOFLUFXORGH'HPLQJHQHVWDLQVWDQFLDVHHVWiYHULILFDQGRHOORJURGHORV
REMHWLYRVSODQWHDGRVHQ ODSODQLILFDFLyQ6HSODQLILFRVHHVWDEOHFLHURQ LQGLFDGRUDVH
WUDEDMy VH HQWUHJy HO SURGXFWR R VHUYLFLR \ DKRUD HV QHFHVDULRPHGLU VL OR SDVR HQ
UHDOLGDGFRLQFLGHFRQHVRVREMHWLYRVSODQWHDGRV
(ODQiOLVLVGHHVWRVLQGLFDGRUDVHVORTXHVHFRQRFHFRPR7DEOHURGHFRPDQGR
8QR GH ORV LQGLFDGRUHV PiV LPSRUWDQWHV \ TXH VLHPSUH YD D HVWDU SUHVHQWH HQ XQ
VLVWHPDGHJHVWLyQGHODFDOLGDGHVODVDWLVIDFFLyQDOFOLHQWH
8QD KHUUDPLHQWDPX\ XWLOL]DGD SDUDPHGLU OD VDWLVIDFFLyQ GHO FOLHQWH HV D WUDYpV GH
HQFXHVWDV SHUR SRU OR JHQHUDO HO tQGLFH GH UHVSXHVWD HV GHPDVLDGR EDMR \ KDFH
LPSRVLEOHVXVHJXLPLHQWR
3DUDHOFDVRGHSURGXFWRVGHFRQVXPRPDVLYRHVD~QPiVFRPSOLFDGRHOVDEHUVLORV
FOLHQWHVHVWDEDQVDWLVIHFKRVFRQORVSURGXFWRV(VWDVHPSUHVDVSXHGHQKDFHUXVRGH
ODV UHGHVVRFLDOHV\RWURFDQDOGLJLWDOHVR UHDOL]DU ORVGHQRPLQDGRVJUXSRV IRFDOHVR
³IRFXVJURXSV´
7UHVIRUPDVGHPHGLUHOGHVHPSHxRGHOVLVWHPDGHJHVWLyQGHFDOLGDG
x ,QGLFDGRUHV\HQFXHVWDVGHVDWLVIDFFLyQUHWURDOLPHQWDVREUHHOUHVXOWDGRGHORV
SURFHVRV
x $XGLWRULD,QWHUQDGHO6*&
x 5HYLVLyQSRUODGLUHFFLyQ

/D6DWLVIDFFLyQGHO&OLHQWHGHEHVHUPDWHULDGHWUDWDPLHQWRFRQWLQXR/DRUJDQL]DFLyQ
WLHQHTXHFRQRFHUFXiOHVVRQORVEHQHILFLRVGHORJUDUODVDWLVIDFFLyQGHOFOLHQWHFyPR
GHILQLUODTXpHOHPHQWRVODFRPSRQHQ\FXiOHVODIyUPXODSDUDGHWHUPLQDUHOQLYHOGH
VDWLVIDFFLyQGHOFOLHQWH
3KLOLS.RWOHUGHILQHODVDWLVIDFFLyQGHOFOLHQWHFRPRel nivel del estado de ánimo 
de una persona que resulta de comparar el rendimiento percibido de un producto o 
servicio con sus expectativas" 
(OGHVHPSHxR\HILFDFLDGHOVLVWHPDGHJHVWLyQGHFDOLGDGVHPLGHHQEDVHDFRPR
UHVSRQGLyHO6*&DQWHHVWRVGHVYtRV\QRFRQIRUPLGDGHVGHWHFWDGDV6LWUDVDQDOL]DUHO
WDEOHURGHFRPDQGRVVHSXHGHLGHQWLILFDUDDOJXQRVLQGLFDGRUHVQRHVWiQUHIOHMDQGRXQ
FXPSOLPLHQWR GHO HVWiQGDU GH ORV REMHWLYRV \ D VX YH] QR VH UHJLVWUDURQ QR
FRQIRUPLGDGHV QL VH LPSOHPHQWDURQ DFFLRQHV FRUUHFWLYDV DO UHVSHFWR HO 6*&
FODUDPHQWHQRHVWiFXPSOLHQGRVXFRPHWLGR
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
&DGD YH] TXH VH GHWHFWD XQ GHVYLy HO 6*& SUHYp TXH GHEH DSOLFDUVH XQD DFFLyQ
FRUUHFWLYD(VIXQGDPHQWDOUHDOL]DUXQDQiOLVLVGHSRUTXHSDVDURQODVFRVDV\WRPDUXQD
PHGLGDSDUDFRUUHJLUOR

 $XGLWRUtDVLQWHUQDVGHO6LVWHPDGH*HVWLyQGH&DOLGDG
7RGD RUJDQL]DFLyQ GHEH GHVLJQDU DXGLWRUHV SDUD OOHYDU DGHODQWH HVWDV WDUHDV ORV
DXGLWRUHVWLHQHQTXHWHQHUORVFRQRFLPLHQWRVQHFHVDULRV\DFUHGLWDGRVVREUHODQRUPD
\ VREUH WRGR WLHQH TXHSUHYDOHFHU HO SULQFLSLR GH OD LPSDUFLDOLGDG HV GHFLU TXLHQ OD
HPSUHVDGHVLJQHFRPRDXGLWRUQRSXHGHIRUPDUSDUWHGHORVSURFHVRVTXHDXGLWD6L
XQDRUJDQL]DFLyQVHDXGLWDFRQUHFXUVRVKXPDQRVSURSLRVGHEHUtDWHQHUDOPHQRVGRV
DXGLWRUHVGHGLVWLQWRVVHFWRUHVTXHUHDOLFHQDXGLWRULDVFUX]DGDV(VSRUHOORTXHSRUOR
JHQHUDOVHVXHOHFRQWUDWDUDXGLWRUHVH[WHUQRVTXHOOHYHQDFDERODDXGLWRULDLQWHUQD
(QODVDXGLWRUtDV LQWHUQDVVHFRPSUXHEDQWRGRV ORVUHTXLVLWRVTXHVHKDQSODQLILFDGR
SDUDHOVLVWHPDGHJHVWLyQGHFDOLGDG\VXJUDGRGHFXPSOLPLHQWR'HEHQUHDOL]DUVHHQ
LQWHUYDORV SODQLILFDGRV $XQTXH OD QRUPD QR HVWDEOH]FD HO LQWHUYDOR HQWUH HVWDV
DXGLWRUtDVQRGHEHUtDQVHUPD\RUHVDXQDxR\DTXHWDPELpQHVFRQGLFLyQSDUDOOHYDU
DGHODQWHODDXGLWRULDH[WHUQDKDEHUUHDOL]DGRSUHYLDPHQWHODDXGLWRULDLQWHUQD
(OUHVXOWDGRGHODVWDUHDVGHDXGLWRULDHVODHODERUDFLyQGHXQLQIRUPHTXHYDDIRUPDU
SDUWH GH OD GRFXPHQWDFLRQ HO FXDO VH LQGLFDUi ODV DFFLRQHVD WRPDU SRU SDUWH GH OD
RUJDQL]DFLyQ

 5HYLVLyQSRU ODGLUHFFLyQ
(QHVWDLQVWDQFLDVHLQIRUPDDODDOWDGLUHFFLyQVREUHORVUHVXOWDGRVGHORVLQGLFDGRUHV
\ GHO VLVWHPD GH JHVWLyQ GH FDOLGDG 6*& SDUD REUDU HQ FRQVHFXHQFLD GH HVD
LQIRUPDFLyQ
%iVLFDPHQWHHVXUHVXPHQGHORVUHTXLVLWRVGHODQRUPDWDPELpQVHKDFHHQLQWHUYDORV
SODQLILFDGRV \ GHEH KDFHUVH SRVWHULRUPHQWH D OD DXGLWRULD LQWHUQD SHUR DQWHV GH OD
DXGLWRULDGHFHUWLILFDFLyQ
/RVWHPDVLPSRUWDQWHVTXHVHUHYLVDQHQHVWDLQVWDQFLDVRQODVDWLVIDFFLyQGHOFOLHQWH
HOJUDGRHQTXHVHKDQOOHYDGRDFDERORVREMHWLYRVGHFDOLGDGHOGHVHPSHxRGHORV
SURFHVRV ORV LQGLFDGRUHV GHO 6*& HO HVWDGR GH ODV QR FRQIRUPLGDGHV \ DFFLRQHV
FRUUHFWLYDVHOUHVXOWDGRGHDXGLWRUtDVLQWHUQDVSUHYLDV\ODQRUPDHVWDEOHFHUHTXLVLWRV
GHHOHPHQWRVGHHQWUDGD\GHVDOLGDDFXPSOLU

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3DUDPHMRUDUHOVLVWHPDGHJHVWLyQGHFDOLGDGVHXWLOL]DQGRVKHUUDPLHQWDVGHPHMRUD
ODQRFRQIRUPLGDG\ODRSRUWXQLGDGGHPHMRUD
1RFRQIRUPLGDG7RGDTXHMDUHFODPRQRORQRFXPSOHFRQORHVSHFLILFDGRJHQHUDXQD
1RFRQIRUPLGDGYLHQHGHOWHUPLQRHQLQJOHV1RFRPSOLHQFHHVXQGHVYtRDXQUHTXLVLWR
SHVHDTXHVHSHUFLEHFRPRDOJRPDOR8QDYH]TXHVHGHWHFWyHOGHVYLyKD\TXHKDFHU
XQDQiOLVLV\VHJXLUUHYLVDQGRHVHGHVYLy
'HWHUPLQDVODVFDXVDVHLUORPiVSURIXQGRSRVLEOHHQVDEHUSRUTXHVXFHGLy¢3RUTXp
VHRULJLQy"( LPSHGLUTXHYXHOYDDRFXUULURVLKDGHRFXUULUGHTXpIRUPDVHSXHGH
PLQLPL]DUVXHIHFWRQHJDWLYR
3RURWURODGRH[LVWHODRSRUWXQLGDGGHPHMRUDHQHVWDLQVWDQFLDODQRFRQIRUPLGDGD~Q
QRKDRFXUULGRSHURVHGHMDUHJLVWURGHTXHXQSURFHVRSXHGHUHDOL]DUVHGHXQDPHMRU
PDQHUD
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62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&$3,78/29,,&21&/86,21(6
7UDVKDEHURQGHDGRHQODELEOLRJUDItD\HQORVWpUPLQRV\GHILQLFLRQHVGHODQRUPDHV
SRVLEOHHVWDEOHFHUSDUiPHWURVTXHEHQHILFLHQODFRPSUHQVLyQGHORVVLVWHPDVGHJHVWLyQ
GHFDOLGDG\VXDSOLFDFLyQPHGLDQWHODVQRUPDVGHFDOLGDG,62
/DVRUJDQL]DFLRQHVJUDQGHVQRKDQGHWHQHUSUREOHPDVHQLPSOHPHQWDUHVWRVUHTXLVLWRV
\D TXH H[LVWHQ HQ WRGD OD RUJDQL]DFLyQ VROR TXH SXHGH TXH QR HVWp RUGHQDGRV HV
QHFHVDULRFRQWDUFRQHOOLGHUD]JRGHTXLHQHVFRQGXFHQHVWDVRUJDQL]DFLRQHVSDUDTXH
ILQDOPHQWHVHWUDVPLWDDODFXOWXUDRUJDQL]DFLyQ(VWHSURFHVRHVHOPiVGLItFLOGHORJUDU
GDGRTXHODVSHUVRQDVVHHQFXHQWUDQUHWLFHQWHVDORVFDPELRVTXHVLJXLHUHHVWHVLVWHPD
GHJHVWLyQGHFDOLGDG\SHUFLEHQDHVWRVVLVWHPDVQRFRPRXQDPHMRUDVLQRFRPRXQ
VLVWHPDEXURFUiWLFRTXHYLHQHDLPSRQHUVH
/RV EHQHILFLRV GH VX LPSOHPHQWDFLyQ VRQPXFKRV FRPR VH GHVFULELy D OR ODUJR GHO
WUDEDMRVLQHPEDUJRUHFDOFRXQRGHHVRVDVSHFWRV(OVLVWHPDGH*HVWLyQGHFDOLGDG
2UGHQDD\XGDDTXHODVFRVDVQRVHKDJDQ³SRUTXHVLHPSUHHKLFLHURQDVt´\OHGDXQ
PDUFRGHDVHJXUDPLHQWRSDUDTXHORVSURFHVRVGHUHDOLFHQFRPRIXHURQSODQLILFDGRV
3RURWURODGRH[LVWHQIDFWRUHVHQODV3<0(6TXHSDUHFHQDWHQWDUGLUHFWDPHQWHFRQOD
LPSOHPHQWDFLyQGHXQ VLVWHPDGHJHVWLyQ HQSDUWLFXODU SRUTXH ORVGXHxRVGHHVWDV
HPSUHVDVORYHQFRPRXQUHTXLVLWR\QRFRPRXQDYHUGDGHUDYHQWDMDFRPSHWLWLYD
$XQTXHSUHGRPLQDODLQIRUPDOLGDGHQVXVRSHUDFLRQHVJHQHUDOPHQWHORVHPSUHVDULRV
\ VREUH WRGR HO 3<0( WLHQHQ FODUR HVWRV IDFWRUHV VROR TXH QR VH HQFXHQWUDQ
IRUPDOL]DGRV 8QD GD ODV SRVLEOHV VROXFLRQHV HV OD GH HVWDEOHFHU XQD SROtWLFD
GRFXPHQWDGDTXHFRQWHPSOHHVWRVIDFWRUHV\OOHYDUXQUHJLVWURGHSDUWHVLQWHUHVDGDV
TXH VH PDQWHQJD DFWXDOL]DGR SHULyGLFDPHQWH VXHOHQ VHU VXILFLHQWHV SDUD FXEULU ORV
UHTXLVLWRVGHORVFOLHQWHV
3RU~OWLPRHQEDVHDODQiOLVLVHIHFWXDGRVREUH ODQRUPD\ ODELEOLRJUDItDFRQVXOWDGD
FRPRDSRUWHDHVWDEOHFHUXQDVROXFLyQSUiFWLFDDODLPSOHPHQWDFLyQGHORVVLVWHPDVGH
JHVWLyQ GH FDOLGDG VH LQFOX\H HQ HO$1(;2 ,,, XQD KHUUDPLHQWD GH DXWRGLDJQyVWLFR
VREUHODLPSOHPHQWDFLyQGHOVLVWHPDGHJHVWLyQGHFDOLGDGTXHVHXWLOL]DSULQFLSDOPHQWH
SDUDDXGLWDU VLVWHPDVGHJHVWLyQSHURDO FDVR VLUYHSDUDHYDOXDU VL ODRUJDQL]DFLyQ
FXPSOLUtDFRQWRGRVORVUHTXLVLWRVSDUDFHUWLILFDUXQVLVWHPDGHJHVWLyQGHFDOLGDGEDMR
ODQRUPDLQWHUQDFLRQDO,62

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$YHGLVVLiQ-&DVWLOOR2&KDQLQ2)HUUDUL$	*RQ]iOH](VFXGHUR$
Práctica de la calidad para la gestion de la excelencia.%XHQRV$LUHV )RQGR
(GLWRULDO&RQFHMR3URIHVLRQDOGH&LHQFLDV(FRQRPLFDVGHOD&LXGDG$XWRQRPD
GH%XHQRV$LUHV
&DPLVyQ & &UX] 6 	 *RQ]iOH] 7  Gestión de la Calidad: Conceptos, 
enfoques, modelos y sistemas.0DGULG3HDUVRQ(GXFDFLyQ6$
&URVE\3Quality is free: the art of making quality certain.0F*UDZ+LOO
'H9ROGHU&\La cita documental: Elementos y ejemplos de referencias en 
estilo APA.%XHQRV$LUHV,QVWLWXWRGH,QYHVWLJDFLRQHV*LQR*HUPDQL
'UXFNHU3)El ejecutivo eficaz.%XHQRV$LUHV(GLWRULDO6XGDPHULFDQD
)D0&6DL]DUELWRULD,+	'LD]GH&HULR-0Calidad Practica.0DGULG
3UHQWLFH+DOO
)D\RO+Administración industrial y general.%XHQRV$LUHV(O$WHQHR
)UHGHULFN7D\ORU):Principios de la administración científica.%XHQRV$LUHV
(O$WHQHR
)XQGDFLyQ 3UHPLR 1DFLRQDO D OD &DOLGDG -XQLR GH  2EWHQLGR GH
KWWSISQFRUJDUHOSUHPLRSQFKLVWRULD\FRQFHSWR
*HOPHWWL & -  Pymes Globales: Estrategias y prácticas para la 
internacionalizacion de empresas pymes.%XHQRV$LUHV8JHUPDQ(GLWRU
+HUQiQGH] 6DPSLHUL 5 	 )HUQiQGH] &ROODGR & \  Metodología de la 
investigación. .0p[LFR')0F*UDZ+LOO,QWHUDPHULFDQD
,5$0  Instituto argentino de Certificación y Normalización 2EWHQLGR GH
KWWSZZZLUDPRUJDU
,VKLNDZD.¿Que es el control de la calidad?: la Modalidad Japonesa.%RJRWi
*UXSR(GLWRULDO1RUPD
,62D9000.*LQHEUD,62
,62E9001.*LQHEUD,62
,629004.*LQHEUD,62
,62,(&Guía 2.*LQHEUD,62,(&
-XUDQ-0Manual de Control de calidad 4°ed.9RO0DGULG0F*UDZ+LOO
-XUDQ-0Quality Control Handbook.1XHYD<RUN0F*UDZ+LOO
.RWOHU3Marketing : versión para Latinoamérica.0H[LFR3HDUVRQ(GXFDFLyQ
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
.RWOHU 3 	 .HOOHU . /  Dirección de Marketing (12va. edición). 0H[LFR
3HDUVRQ(GXFDFLRQ
0DFKDGR $ 0  La Gestión de Calidad Total en la Administracion Pública.
0DGULG'LD]GH6DQWRV
0LQW]EHUJ+Mintzberg y la dirección.0DGULG'tD]GH6DQWRV
0LQW]EHUJ+Diseño de organizaciones eficientes.%XHQRV$LUHV(O$WHQHR
0LUDYDO)Gestión de la calidad según norma ISO 9001:2015.&LXGDG$XWRQRPD
GH%XHQRV$LUHV'XQNHQ
3RUWHU0(Estrategia competitiva : técnicas para el análisis de la empresa y 
sus competidores.0DGULG3LUDPLGH
6DXWX5Todo es teoría: objetivos y métodos de investigación.%XHQRV$LUHV
/XPLHUH
ZZZLVRRUJ  Intarnational Organization for Standarization. 2EWHQLGR GH
KWWSVZZZLVRRUJILOHVOLYHVLWHVLVRRUJILOHVDUFKLYHSGIHQBFRQFHSWBDQGBX
VHBRIBWKHBSURFHVVBDSSURDFKBIRUBPDQDJHPHQWBV\VWHPVSGI
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 &5,67,$1+085$12
$1(;26

 $1(;2, 3URFHGLPLHQWR,62SDUD1RUPDV,QWHUQDFLRQDOHV


(67$',2 68%(67$',2
'HFLVLyQ
      
5HJLVWUR
,QLFLRGHOD
DFFLyQ
SULQFLSDO
)LQDOL]DFLyQ
GHODDFFLyQ
SULQFLSDO
5HSHWLUXQD
IDVHDQWHULRU
5HSHWLUIDVH
DFWXDO $EDQGRQDU 3URFHGHU
     
3UHOLPLQDU 3URSXHVWDGH
QXHYRSUR\HFWR
UHFLELGR
3URSXHVWDGH
QXHYRSUR\HFWR
HQUHYLVLyQ
&LHUUHGH
UHYLVLyQ
3URSXHVWDGH
QXHYRSUR\HFWR
DEDQGRQDGR
$SUREDFLyQD
SURSXHVWDGH
EROHWDSDUD
QXHYRSUR\HFWR
      
3URSXHVWD 3URSXHVWDGH
QXHYRSUR\HFWR
UHJLVWUDGR
1XHYRSUR\HFWR
GHYRWDFLyQ
LQLFLDGR
&LHUUHGH
YRWDFLyQ
3URSXHVWD
GHYXHOWDDO
UHPLWHQWHSDUD
PD\RUGHILQLFLyQ
1XHYRSUR\HFWR
UHFKD]DGR
1XHYRSUR\HFWR
DSUREDGR
     
3UHSDUDWRULD 1XHYRSUR\HFWR
UHJLVWUDGRHQHO
SURJUDPDGH
WUDEDMR7&6&
(VWXGLRGH
ERUUDGRUGH
WUDEDMR:'
LQLFLDGR
&LHUUHGHO
SHULRGRGH
FRPHQWDULRV
3UR\HFWR
HOLPLQDGR
:'DSUREDGR
SDUDUHJLVWUR
FRPR&'
      
&RPLWp ERUUDGRUGHO
FRPLWp&'
UHJLVWUDGR
&'HVWXGLR
YRWDFLRQ
LQLFLDGD
&LHUUHGHO
SHUtRGRGH
YRWDFLyQ
FRPHQWDULRV
&'UHPLWLGRGH
QXHYRDO*UXSR
GH7UDEDMR
3UR\HFWR
HOLPLQDGR
&'DSUREDGR
SDUDUHJLVWUR
FRPR',6
       
&RQVXOWD ',6UHJLVWUDGRV ',6EROHWD
LQLFLDGD
VHPDQDV
&LHUUHGH
YRWDFLyQ
,QIRUPHFRPSOHWR
GLVWULEXLGR',6
UHPLWLGRGHQXHYR
D7&R6&
,QIRUPH
FRPSOHWR
GLVWULEXLGR
GHFLVLyQSDUDOD
QXHYDYRWDFLyQ
GHOD',6
3UR\HFWR
HOLPLQDGR
,QIRUPHFRPSOHWR
GLVWULEXLGR',6
DSUREDGRSDUD
UHJLVWURFRPR
)',6
     
7H[WRILQDO
UHFLELGRR)',6
UHJLVWUDGRSDUD
VXDSUREDFLyQ
IRUPDO
3UXHEDHQYLDGD
DODVHFUHWDUtD
REROHWDGHO
)',6LQLFLDGD
VHPDQDV
&LHUUHGH
YRWDFLRQHV3UX
HEDGHYXHOWDSRU
ODVHFUHWDUtD
)',6RSUXHED
UHPLWLGDGHQXHYR
D7&R6&
3UR\HFWR
HOLPLQDGR
)',6RSUXHED
DSUREDGDSDUD
SXEOLFDFLyQ
  
3XEOLFDFLyQ 1RUPD
,QWHUQDFLRQDOHQ
SXEOLFDFLyQ
(VWiQGDU
,QWHUQDFLRQDO
SXEOLFDGR
     
5HYLVLyQ 1RUPD
,QWHUQDFLRQDOHQ
UHYLVLyQ
SHULyGLFD
&LHUUHGH
UHYLVLyQ
1RUPD
,QWHUQDFLRQDOD
VHUUHYLVDGD
(VWiQGDU
,QWHUQDFLRQDO
FRQILUPDGR
5HWLURGHOD
1RUPD
,QWHUQDFLRQDO
SURSXHVWDSRU7&
R6&
    
5HWLUR 5HWLURLQLFLDGR
EROHWD
&LHUUHGH
YRWDFLyQ
'HFLVLyQGHQR
UHWLUDUOD1RUPD
,QWHUQDFLRQDO
5HWLURGHOD
1RUPD
,QWHUQDFLRQDO
$SUREDFLyQ

 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
 $1(;2, , 3URSXHVWDGH$XWRGLDJQyVWLFRVREUHXQ6*&
&5,7(5,26'(&$/,),&$&,21
$ &XPSOH FRPSOHWDPHQWH FRQ HO FULWHULR HQXQFLDGR  SXQWRV 6H HVWDEOHFH VH
LPSOHPHQWD\VHPDQWLHQH&RUUHVSRQGHDODIDVHGH9HULILFDU\$FWXDUSDUDOD0HMRUDGHO
VLVWHPD
%FXPSOHSDUFLDOPHQWHFRQHOFULWHULRHQXQFLDGRSXQWRV6HHVWDEOHFHVHLPSOHPHQWD
QRVHPDQWLHQH&RUUHVSRQGHDODIDVHGHO+DFHUGHOVLVWHPD
&&XPSOHFRQHOPtQLPRGHOFULWHULRHQXQFLDGRSXQWRV6HHVWDEOHFHQRVHLPSOHPHQWD
QRVHPDQWLHQH&RUUHVSRQGHDODIDVHGHLGHQWLILFDFLyQ\3ODQHDFLyQGHOVLVWHPD
'1RFXPSOHFRQHOFULWHULRHQXQFLDGRSXQWRVQRVHHVWDEOHFHQRVHLPSOHPHQWDQR
VHPDQWLHQH16


$872',$*1267,&2'((9$/8$&,216,67(0$'(*(67,21'(&$/,'$'6(*Ò1
,62
1R 180(5$/(6
&5,7(5,2
,1,&,$/'(
&$//,),&$&,21
$9 + 3 16
$ % & '
&217(;72'(/$25*$1,=$&,Ï1
&2035(16,21'(/$25*$1,=$&,Ï1<68&217(;72    
 6HGHWHUPLQDQODVFXHVWLRQHVH[WHUQDVHLQWHUQDVTXHVRQSHUWLQHQWHVSDUDHOSURSyVLWR\GLUHFFLyQHVWUDWpJLFDGHODRUJDQL]DFLyQ    
 6HUHDOL]DHOVHJXLPLHQWR\ODUHYLVLyQGHODLQIRUPDFLyQVREUHHVWDVFXHVWLRQHVH[WHUQDVHLQWHUQDV    
&2035(16,Ï1'(/$61(&(6,'$'(6<(;3(&7$7,9$6'(/$63$57(6
,17(5(6$'$6
 6HKDGHWHUPLQDGRODVSDUWHVLQWHUHVDGDV\ORVUHTXLVLWRVGHHVWDVSDUWHVLQWHUHVDGDVSDUDHOVLVWHPDGHJHVWLyQGH&DOLGDG    
 6HUHDOL]DHOVHJXLPLHQWR\ODUHYLVLyQGHODLQIRUPDFLyQVREUHHVWDVSDUWHVLQWHUHVDGDV\VXVUHTXLVLWRV    
'(7(50,1$&,21'(/$/&$1&('(/6,67(0$'(*(67,21'(&$/,'$'
'HEHHVWDUGRFXPHQWDGR\GLVSRQLEOH

(ODOFDQFHGHO6*&VHKDGHWHUPLQDGRVHJ~Q
3URFHVRVRSHUDWLYRVSURGXFWRV\VHUYLFLRVLQVWDODFLRQHVItVLFDV
XELFDFLyQJHRJUiILFD
   

(ODOFDQFHGHO6*&VHKDGHWHUPLQDGRWHQLHQGRHQFXHQWDORV
SUREOHPDVH[WHUQRVHLQWHUQRVODVSDUWHVLQWHUHVDGDV\VXVSURGXFWRV\
VHUYLFLRV"
   
 6HWLHQHGLVSRQLEOH\GRFXPHQWDGRHODOFDQFHGHO6LVWHPDGH*HVWLyQ    
 6HWLHQHMXVWLILFDGR\RGRFXPHQWDGRORVUHTXLVLWRVH[FOXVLRQHVTXHQRVRQDSOLFDEOHVSDUDHO6LVWHPDGH*HVWLyQ"    
6,67(0$'(*(67,21'(/$&$/,'$'<686352&(626
 &5,67,$1+085$12
 6HWLHQHQLGHQWLILFDGRVORVSURFHVRVQHFHVDULRVSDUDHOVLVWHPDGHJHVWLyQGHODRUJDQL]DFLyQ    

6HWLHQHQHVWDEOHFLGRVORVFULWHULRVSDUDODJHVWLyQGHORVSURFHVRV
WHQLHQGRHQFXHQWDODVUHVSRQVDELOLGDGHVSURFHGLPLHQWRVPHGLGDVGH
FRQWUROHLQGLFDGRUHVGHGHVHPSHxRQHFHVDULRVTXHSHUPLWDQOD
HIHFWLYDRSHUDFLyQ\FRQWUROGHORVPLVPRV
   
 6HPDQWLHQH\FRQVHUYDLQIRUPDFLyQGRFXPHQWDGDTXHSHUPLWDDSR\DUODRSHUDFLyQGHHVWRVSURFHVRV    
68%727$/    
9DORU(VWUXFWXUD2EWHQLGR$%& 
/,'(5$=*2
/,'(5$=*2<&203520,62*(5(1&,$/
 6HGHPXHVWUDUHVSRQVDELOLGDGSRUSDUWHGHODDOWDGLUHFFLyQSDUDODHILFDFLDGHO6*&    
(QIRTXHDOFOLHQWH
 /DJHUHQFLDJDUDQWL]DTXHORVUHTXLVLWRVGHORVFOLHQWHVGHGHWHUPLQDQ\VHFXPSOHQ    

6HGHWHUPLQDQ\FRQVLGHUDQORVULHVJRV\RSRUWXQLGDGHVTXHSXHGDQ
DIHFWDUDODFRQIRUPLGDGGHORVSURGXFWRV\VHUYLFLRV\DODFDSDFLGDG
GHDXPHQWDUODVDWLVIDFFLyQGHOFOLHQWH
   
32/,7,&$
(67$%/(&,0,(172'(/$32/,7,&$
 /DSROtWLFDGHFDOLGDGFRQODTXHFXHQWDDFWXDOPHQWHODRUJDQL]DFLyQHVWiDFRUGHFRQORVSURSyVLWRVHVWDEOHFLGRV    
&RPXQLFDFLyQGHODSROtWLFDGHFDOLGDG
 6HWLHQHGLVSRQLEOHDODVSDUWHVLQWHUHVDGDVVHKDFRPXQLFDGRGHQWURGHODRUJDQL]DFLyQ    
52/(65(63216$%,/,'$'(6<$8725,'$'(6(1/$25*$1,=$&,Ï1
 6HKDQHVWDEOHFLGR\FRPXQLFDGRODVUHVSRQVDELOLGDGHV\DXWRULGDGHVSDUDORVUROHVSHUWLQHQWHVHQWRGDODRUJDQL]DFLyQ    
68%727$/    
9DORU(VWUXFWXUD2EWHQLGR$%& 
3/$1,),&$&,21
$&&,21(63$5$$%25'$55,(6*26<2325781,'$'(6

6HKDQHVWDEOHFLGRORVULHVJRV\RSRUWXQLGDGHVTXHGHEHQVHU
DERUGDGRVSDUDDVHJXUDUTXHHO6*&ORJUHORVUHVXOWDGRV
HVSHUDGRV
   
 /DRUJDQL]DFLyQKDSUHYLVWRODVDFFLRQHVQHFHVDULDVSDUDDERUGDUHVWRVULHVJRV\RSRUWXQLGDGHV\ORVKDLQWHJUDGRHQORVSURFHVRVGHOVLVWHPD    
2%-(7,926'(/$&$/,'$'<3/$1,),&$&,213$5$/2*5$5/26
 4XHDFFLRQHVVHKDQSODQLILFDGRSDUDHOORJURGHORVREMHWLYRVGHO6,*+64SURJUDPDVGHJHVWLyQ"    
 6HPDQWLHQHLQIRUPDFLyQGRFXPHQWDGDVREUHHVWRVREMHWLYRV    
3/$1,),&$&,21'(/26&$0%,26
 ([LVWHXQSURFHVRGHILQLGRSDUDGHWHUPLQDUODQHFHVLGDGGHFDPELRVHQHO6*&\ODJHVWLyQGHVXLPSOHPHQWDFLyQ"    
68%727$/    
9DORU(VWUXFWXUD2EWHQLGR$%& 
$32<2
5(&85626
*HQHUDOLGDGHV
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62

/DRUJDQL]DFLyQKDGHWHUPLQDGR\SURSRUFLRQDGRORVUHFXUVRV
QHFHVDULRVSDUDHOHVWDEOHFLPLHQWRLPSOHPHQWDFLyQPDQWHQLPLHQWR\
PHMRUDFRQWLQXDGHO6*&LQFOXLGRVORVUHTXLVLWRVGHODVSHUVRQDV
PHGLRDPELHQWDOHV\GHLQIUDHVWUXFWXUD
   
5HFXUVRVGHVHJXLPLHQWR\PHGLFLyQ
*HQHUDOLGDGHV

(QFDVRGHTXHHOPRQLWRUHRRPHGLFLyQVHXWLOLFHSDUDSUXHEDVGH
FRQIRUPLGDGGHSURGXFWRV\VHUYLFLRVDORVUHTXLVLWRVHVSHFLILFDGRV
¢VHKDQGHWHUPLQDGRORVUHFXUVRVQHFHVDULRVSDUDJDUDQWL]DUXQ
VHJXLPLHQWRYiOLGR\ILDEOHDVtFRPRODPHGLFLyQGHORVUHVXOWDGRV"
   
7UD]DELOLGDGGHODVPHGLFLRQHV
 'LVSRQHGHPpWRGRVHILFDFHVSDUDJDUDQWL]DUODWUD]DELOLGDGGXUDQWHHOSURFHVRRSHUDFLRQDO    
&RQRFLPLHQWRVGHODRUJDQL]DFLyQ

+DGHWHUPLQDGRODRUJDQL]DFLyQORVFRQRFLPLHQWRVQHFHVDULRVSDUDHO
IXQFLRQDPLHQWRGHVXVSURFHVRV\HOORJURGHODFRQIRUPLGDGGHORV
SURGXFWRV\VHUYLFLRV\KDLPSOHPHQWDGRXQSURFHVRGHH[SHULHQFLDV
DGTXLULGDV
   
&203(7(1&,$

/DRUJDQL]DFLyQVHKDDVHJXUDGRGHTXHODVSHUVRQDVTXHSXHGDQ
DIHFWDUDOUHQGLPLHQWRGHO6*&VRQFRPSHWHQWHVHQFXHVWLyQGHXQD
DGHFXDGDHGXFDFLyQIRUPDFLyQ\H[SHULHQFLDKDDGRSWDGRODV
PHGLGDVQHFHVDULDVSDUDDVHJXUDUTXHSXHGDQDGTXLULUODFRPSHWHQFLD
QHFHVDULD
   
720$'(&21&,(1&,$
 ([LVWHXQDPHWRGRORJtDGHILQLGDSDUDODHYDOXDFLyQGHODHILFDFLDGHODVDFFLRQHVIRUPDWLYDVHPSUHQGLGDV    
&2081,&$&,Ï1
 6HWLHQHGLILQLGRXQSURFHGLPLHQWRSDUDODVFRPXQLFDFLRQHVLQWHUQDV\H[WHUQDVGHO6,*GHQWURGHODRUJDQL]DFLyQ    
,1)250$&,21'2&80(17$'$
*HQHUDOLGDGHV
 6HKDHVWDEOHFLGRODLQIRUPDFLyQGRFXPHQWDGDUHTXHULGDSRUODQRUPD\QHFHVDULDSDUDODLPSOHPHQWDFLyQ\IXQFLRQDPLHQWRHILFDFHVGHO6*&    
&UHDFLRQ\DFWXDOL]DFLyQ
 ([LVWHXQDPHWRGRORJtDGRFXPHQWDGDDGHFXDGDSDUDODUHYLVLyQ\DFWXDOL]DFLyQGHGRFXPHQWRV    
&RQWUROGHODLQIRUPDFLyQGRFXPHQWDGD
 6HWLHQHXQSURFHGLPLHQWRSDUDHOFRQWUROGHODLQIRUPDFLyQGRFXPHQWDGDUHTXHULGDSRUHO6*&    
68%727$/    
9DORU(VWUXFWXUD2EWHQLGR$%& 
23(5$&,Ï1
3/$1,),&$&,21<&21752/23(5$&,21$/
 6HSODQLILFDQLPSOHPHQWDQ\FRQWURODQORVSURFHVRVQHFHVDULRVSDUDFXPSOLUORVUHTXLVLWRVSDUDODSURYLVLyQGHVHUYLFLRV    
 /DVDOLGDGHHVWDSODQLILFDFLyQHVDGHFXDGDSDUDODVRSHUDFLRQHVGHODRUJDQL]DFLyQ    
 6HDVHJXUDTXHORVSURFHVRVFRQWUDWDGRVH[WHUQDPHQWHHVWpQFRQWURODGRV    
 6HUHYLVDQODVFRQVHFXHQFLDVGHORVFDPELRVQRSUHYLVWRVWRPDQGRDFFLRQHVSDUDPLWLJDUFXDOTXLHUHIHFWRDGYHUVR    
 &5,67,$1+085$12
5(48,6,7263$5$/26352'8&726<6(59,&,26
&RPXQLFDFLyQFRQHOFOLHQWH
 /DFRPXQLFDFLyQFRQORVFOLHQWHVLQFOX\HLQIRUPDFLyQUHODWLYDDORVSURGXFWRV\VHUYLFLRV    
 6HREWLHQHODUHWURDOLPHQWDFLyQGHORVFOLHQWHVUHODWLYDDORVSURGXFWRV\VHUYLFLRVLQFOX\HQGRODVTXHMDV    
 6HHVWDEOHFHQORVUHTXLVLWRVHVSHFtILFRVSDUDODVDFFLRQHVGHFRQWLQJHQFLDFXDQGRVHDSHUWLQHQWH    
'HWHUPLQDFLyQGHORVUHTXLVLWRVSDUDORVSURGXFWRV\VHUYLFLRV

6HGHWHUPLQDQORVUHTXLVLWRVOHJDOHV\UHJODPHQWDULRVSDUDORV
SURGXFWRV\VHUYLFLRVTXHVHRIUHFHQ\DTXHOORVFRQVLGHUDGRV
QHFHVDULRVSDUDODRUJDQL]DFLyQ
   
5HYLVLyQGHORVUHTXLVLWRVSDUDORVSURGXFWRV\VHUYLFLRV
 /DRUJDQL]DFLyQVHDVHJXUDTXHWLHQHODFDSDFLGDGGHFXPSOLUORVUHTXLVLWRVGHORVSURGXFWRV\VHUYLFLRVRIUHFLGRV    
 /DRUJDQL]DFLyQUHYLVDORVUHTXLVLWRVGHOFOLHQWHDQWHVGHFRPSURPHWHUVHDVXPLQLVWUDUSURGXFWRV\VHUYLFLRVDHVWH    

6HFRQILUPDORVUHTXLVLWRVGHOFOLHQWHDQWHVGHODDFHSWDFLyQSRUSDUWH
GHHVWRVFXDQGRQRVHKDSURSRUFLRQDGRLQIRUPDFLyQGRFXPHQWDGDDO
UHVSHFWR
   
 6HDVHJXUDTXHVHUHVXHOYDQODVGLIHUHQFLDVH[LVWHQWHVHQWUHORVUHTXLVLWRVGHOFRQWUDWRRSHGLGR\ORVH[SUHVDGRVSUHYLDPHQWH    
 6HFRQVHUYDODLQIRUPDFLRQGRFXPHQWDGDVREUHFXDOTXLHUUHTXLVLWRQXHYRSDUDORVVHUYLFLRV    
&DPELRVHQORVUHTXLVLWRVSDUDORVSURGXFWRV\VHUYLFLRV

/DVSHUVRQDVVRQFRQVFLHQWHVGHORVFDPELRVHQORVUHTXLVLWRVGHORV
SURGXFWRV\VHUYLFLRVVHPRGLILFDODLQIRUPDFLRQGRFXPHQWDGD
SHUWLHQHQWHDHVWRVFDPELRV
   
',6(f2<'(6$552//2'(/26352'8&726<6(59,&,26
*HQHUDOLGDGHV
 6HHVWDEOHFHLPSOHPHQWD\PDQWLHQHXQSURFHVRGHGLVHxR\GHVDUUROORTXHVHDDGHFXDGRSDUDDVHJXUDUODSRVWHULRUSURYLFLyQGHORVVHUYLFLRV    
3ODQLILFDFLyQGHOGLVHxR\GHVDUUROOR
 /DRUJDQL]DFLyQGHWHUPLQDWRGDVODVHWDSDV\FRQWUROHVQHFHVDULRVSDUD
HOGLVHxR\GHVDUUROORGHSURGXFWRV\VHUYLFLRV
   
(QWUDGDVSDUDHOGLVHxR\GHVDUUROOR

$OGHWHUPLQDUORVUHTXLVLWRVHVHQFLDOHVSDUDORVWLSRVHVSHFtILFRVGH
SURGXFWRV\VHUYLFLRVDGHVDUUROODUVHFRQVLGHUDQORVUHTXLVLWRV
IXQFLRQDOHV\GHGHVHPSHxRORVUHTXLVLWRVOHJDOHV\UHJODPHQWDULRV
   
 6HUHVXHOYHQODVHQWUDGDVGHOGLVHxR\GHVDUUROORTXHVRQFRQWUDGLFWRULDV    
 6HFRQVHUYDLQIRUPDFLyQGRFXPHQWDGDVREUHODVHQWUDGDVGHOGLVHxR\GHVDUUROOR    
&RQWUROHVGHOGLVHxR\GHVDUUROOR
 6HDSOLFDQORVFRQWUROHVDOSURFHVRGHGLVHxR\GHVDUUROORVHGHILQHQORVUHVXOWDGRVDORJUDU    
 6HUHDOL]DQODVUHYLVLRQHVSDUDHYDOXDUODFDSDFLGDGGHORVUHVXOWDGRVGHOGLVHxR\GHVDUUROORSDUDFXPSOLUORVUHTXLVLWRV    
 6HUHDOL]DQDFWLYLGDGHVGHYHULILFDFLyQSDUDDVHJXUDUTXHODVVDOLGDVGHOGLVHxR\GHVDUUROORFXPSOHQORVUHTXLVLWRVGHODVHQWUDGDV    

6HDSOLFDQFRQWUROHVDOSURFHVRGHGLVHxR\GHVDUUROORSDUDDVHJXUDU
TXHVHWRPDFXDOTXLHUDFFLyQQHFHVDULDVREUHORVSUREOHPDV
GHWHUPLQDGRVGXUDQWHODVUHYLVLRQHVRODVDFWLYLGDGHVGHYHULILFDFLyQ
\YDOLGDFLyQ
   
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
 6HFRQVHUYDLQIRUPDFLyQGRFXPHQWDGDVREUHODVDFFLRQHVWRPDGDV    
6DOLGDVGHOGLVHxR\GHVDUUROOR
 6HDVHJXUDTXHODVVDOLGDVGHOGLVHxR\GHVDUUROORFXPSOHQORVUHTXLVLWRVGHODVHQWUDGDV    
 6HDVHJXUDTXHODVVDOLGDVGHOGLVHxR\GHVDUUROORVRQDGHFXDGDVSDUDORVSURFHVRVSRVWHULRUHVSDUDODSURYLVLyQGHSURGXFWRV\VHUYLFLRV    

6HDVHJXUDTXHODVVDOLGDVGHOGLVHxR\GHVDUUROORLQFOX\HQRKDFHQ
UHIHUHQFLDDORVUHTXLVLWRVGHVHJXLPLHQWR\PHGLFLyQFXDQGRVHD
DSURSLDGR\DORVFULWHULRVGHDFHSWDFLyQ
   

6HDVHJXUDTXHODVVDOLGDVGHOGLVHxR\GHVDUUROORHVSHFLILFDQODV
FDUDFWHUtVWLFDVGHORVSURGXFWRV\VHUYLFLRVTXHVRQHVHQFLDOHVSDUDVX
SURSyVLWRSUHYLVWR\VXSURYLVLyQVHJXUD\FRUUHFWD
   
 6HFRQVHUYDLQIRUPDFLyQGRFXPHQWDGDVREUHODVVDOLGDVGHOGLVHxR\GHVDUUROOR    
&DPELRVGHOGLVHxR\GHVDUUROOR
 6HLGHQWLILFDQUHYLVDQ\FRQWURODQORVFDPELRVKHFKRVGXUDQWHHOGLVHxR\GHVDUUROORGHORVSURGXFWRV\VHUYLFLRV    

6HFRQVHUYDODLQIRUPDFLyQGRFXPHQWDGDVREUHORVFDPELRVGHOGLVHxR
\GHVDUUROORORVUHVXOWDGRVGHODVUHYLVLRQHVODDXWRUL]DFLyQGHORV
FDPELRVODVDFFLRQHVWRPDGDVSDUDSUHYHQLUORVLPSDFWRVDGYHUVRV
   
&21752/'(/26352&(626352'8&726<6(59,&,26680,1,675$'26
(;7(51$0(17(
*HQHUDOLGDGHV
 /DRUJDQL]DFLyQDVHJXUDTXHORVSURFHVRVSURGXFWRV\VHUYLFLRVVXPLQLVWUDGRVH[WHUQDPHQWHVRQFRQIRUPHDORVUHTXLVLWRV    
 6HGHWHUPLQDORVFRQWUROHVDDSOLFDUDORVSURFHVRVSURGXFWRV\VHUYLFLRVVXPLQLVWUDGRVH[WHUQDPHQWH    

6HGHWHUPLQD\DSOLFDFULWHULRVSDUDODHYDOXDFLyQVHOHFFLyQ
VHJXLPLHQWRGHOGHVHPSHxR\ODUHHYDOXDFLyQGHORVSURYHHGRUHV
H[WHUQRV
   
 6HFRQVHUYDLQIRUPDFLyQGRFXPHQWDGDGHHVWDVDFWLYLGDGHV    
7LSR\DOFDQFHGHOFRQWURO

/DRUJDQL]DFLyQVHDVHJXUDTXHORVSURFHVRVSURGXFWRV\VHUYLFLRV
VXPLQLVWUDGRVH[WHUQDPHQWHQRDIHFWDQGHPDQHUDDGYHUVDDOD
FDSDFLGDGGHODRUJDQL]DFLyQGHHQWUHJDUSURGXFWRV\VHUYLFLRV
FRQIRUPHVGHPDQHUDFRKHUHQWHDVXVFOLHQWHV
   
 6HGHILQHQORVFRQWUROHVDDSOLFDUDXQSURYHHGRUH[WHUQR\ODVVDOLGDVUHVXOWDQWHV    

&RQVLGHUDHOLPSDFWRSRWHQFLDOGHORVSURFHVRVSURGXFWRV\VHUYLFLRV
VXPLQLVWUDGRVH[WHUQDPHQWHHQODFDSDFLGDGGHODRUJDQL]DFLyQGH
FXPSOLUORVUHTXLVLWRVGHOFOLHQWH\ORVOHJDOHV\UHJODPHQWDULRV
DSOLFDEOHV
   
 6HDVHJXUDTXHORVSURFHVRVVXPLQLVWUDGRVH[WHUQDPHQWHSHUPDQHFHQGHQWURGHOFRQWUROGHVXVLVWHPDGHJHVWLRQGHODFDOLGDG    
 6HGHWHUPLQDODYHULILFDFLyQRDFWLYLGDGHVQHFHVDULDVSDUDDVHJXUDUTXHORVSURFHVRVSURGXFWRV\VHUYLFLRVFXPSOHQFRQORVUHTXLVLWRV    
,QIRUPDFLyQSDUDORVSURYHHGRUHVH[WHUQRV
 /DRUJDQL]DFLyQFRPXQLFDDORVSURYHHGRUHVH[WHUQRVVXVUHTXLVLWRVSDUDORVSURFHVRVSURGXFWRV\VHUYLFLRV    
 6HFRPXQLFDODDSUREDFLyQGHSURGXFWRVVHUYLFLRVPpWRGRVSURFHVRV\HTXLSRVODOLEHUDFLyQGHSURGXFWRV\VHUYLFLRV    
 6HFRPXQLFDODFRPSHWHQFLDLQFOX\HQGRFXDOTXLHUFDOLILFDFLyQUHTXHULGDGHODVSHUVRQDV    
 &5,67,$1+085$12
 6HFRPXQLFDODVLQWHUDFFLRQHVGHOSURYHHGRUH[WHUQRFRQODRUJDQL]DFLyQ    
 6HFRPXQLFDHOFRQWURO\VHJXLPLHQWRGHOGHVHPSHxRGHOSURYHHGRUH[WHUQRDSOLFDGRSRUODRUJDQL]DFLyQ    
352'8&&,21<3529,6,21'(/6(59,&,2
&RQWUROGHODSURGXFFLyQ\GHODSURYLVLyQGHOVHUYLFLR
 6HLPSOHPHQWDODSURGXFFLyQ\SURYLVLyQGHOVHUYLFLREDMRFRQGLFLRQHVFRQWURODGDV    

'LVSRQHGHLQIRUPDFLyQGRFXPHQWDGDTXHGHILQDODVFDUDFWHUtVWLFDVGH
ORVSURGXFWRVDSURGXFLUVHUYLFLRVDSUHVWDURODVDFWLYLGDGHVD
GHVHPSHxDU
   
 'LVSRQHGHLQIRUPDFLyQGRFXPHQWDGDTXHGHILQDORVUHVXOWDGRVDDOFDQ]DU    
 6HFRQWURODODGLVSRQLELOLGDG\HOXVRGHUHFXUVRVGHVHJXLPLHQWR\PHGLFLyQDGHFXDGRV    
 6HFRQWURODODLPSOHPHQWDFLyQGHDFWLYLGDGHVGHVHJXLPLHQWR\PHGLFLyQHQODVHWDSDVDSURSLDGDV    
 6HFRQWURODHOXVRGHODLQIUDHVWUXFWXUD\HOHQWRUQRDGHFXDGRSDUDODRSHUDFLyQGHORVSURFHVRV    
 6HFRQWURODODGHVLJQDFLyQGHSHUVRQDVFRPSHWHQWHV    
 6HFRQWURODODYDOLGDFLyQ\UHYDOLGDFLyQSHULyGLFDGHODFDSDFLGDGSDUDDOFDQ]DUORVUHVXOWDGRVSODQLILFDGRV    
 6HFRQWURODODLPSOHPHQWDFLyQGHDFFLRQHVSDUDSUHYHQLUORVHUURUHVKXPDQRV    
 6HFRQWURODODLPSOHPHQWDFLyQGHDFWLYLGDGHVGHOLEHUDFLyQHQWUHJD\SRVWHULRUHVDODHQWUHJD    
,GHQWLILFDFLyQ\WUD]DELOLGDG
 /DRUJDQL]DFLyQXWLOL]DPHGLRVDSURSLDGRVSDUDLGHQWLILFDUODVVDOLGDVGHORVSURGXFWRV\VHUYLFLRV    
 ,GHQWLILFDHOHVWDGRGHODVVDOLGDVFRQUHVSHFWRDORVUHTXLVLWRV    
 6HFRQVHUYDLQIRUPDFLyQGRFXPHQWDGDSDUDSHUPLWLUODWUD]DELOLGDG    
3URSLHGDGSHUWHQHFLHQWHDORVFOLHQWHVRSURYHHGRUHVH[WHUQRV

/DRUJDQL]DFLyQFXLGDODSURSLHGDGGHORVFOLHQWHVRSURYHHGRUHV
H[WHUQRVPLHQWUDVHVWDEDMRHOFRQWUROGHODRUJDQL]DFLyQRVLHQGR
XWLOL]DGDSRUODPLVPD
   

6H,GHQWLILFDYHULILFDSURWHJH\VDOYDJXDUGDODSURSLHGDGGHORV
FOLHQWHVRGHORVSURYHHGRUHVH[WHUQRVVXPLQLVWUDGDSDUDVXXWLOL]DFLyQ
RLQFRUSRUDFLyQHQORVSURGXFWRV\VHUYLFLRV
   

6HLQIRUPDDOFOLHQWHRSURYHHGRUH[WHUQRFXDQGRVXSURSLHGDGVH
SLHUGDGHWHULRUDRGHDOJ~QRWURPRGRVHFRQVLGHUHLQDGHFXDGDSDUDHO
XVR\VHFRQVHUYDODLQIRUPDFLyQGRFXPHQWDGDVREUHORRFXUULGR
   
3UHVHUYDFLyQ

/DRUJDQL]DFLyQSUHVHUYDODVVDOLGDVHQODSURGXFFLyQ\SUHVWDFLyQGHO
VHUYLFLRHQODPHGLGDQHFHVDULDSDUDDVHJXUDUODFRQIRUPLGDGFRQORV
UHTXLVLWRV
   
$FWLYLGDGHVSRVWHULRUHVDODHQWUHJD
 6HFXPSOHQORVUHTXLVLWRVSDUDODVDFWLYLGDGHVSRVWHULRUHVDODHQWUHJDDVRFLDGDVFRQORVSURGXFWRV\VHUYLFLRV    
 $OGHWHUPLQDUHODOFDQFHGHODVDFWLYLGDGHVSRVWHULRUHVDODHQWUHJDODRUJDQL]DFLyQFRQVLGHURORVUHTXLVLWRVOHJDOHV\UHJODPHQWDULRV    
 6HFRQVLGHUDQODVFRQVHFXHQFLDVSRWHQFLDOHVQRGHVHDGDVDVRFLDGDVDVXVSURGXFWRV\VHUYLFLRV    
 *(67,Ï1'(&$/,'$'(1$5*(17,1$/$,03/(0(17$&,Ï1'(/$1250$,62
 6HFRQVLGHUDODQDWXUDOH]DHOXVR\ODYLGD~WLOSUHYLVWDGHVXVSURGXFWRV\VHUYLFLRV    
 &RQVLGHUDORVUHTXLVLWRVGHOFOLHQWH    
 &RQVLGHUDODUHWURDOLPHQWDFLyQGHOFOLHQWH    
&RQWUROGHFDPELRV
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